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The Florida House of Representatives
State Infrastructure Council

Spaceport & Technology Committee

Allan G. Bense Bob Allen

Chair

AGENDA

COMMITTEE ON SPACEPORT & TECHNOLOGY

January 26, 2006
CALL TO ORDER BY CHAIR

GENERAL OPENING COMMENTS BY THE CHAIR

Welcome and Opening Comments by the Chair.

AGENDA ITEMS

Staff updates on interim reports and receive presentations on
information technology projects and related audits.

(A) Staff Reports on Interim Projects
1.  Space — Shari Whittier
2.  Technology — Lisa Saliba

(B) Legislature’s Role in Overseeing Technology
1. Kara Collins-Gomez, OPPAGA
2. Alexander Gulde, OPPAGA
3. Jeanine King, OPPAGA
4.  Jon Ingram - Auditor General




AGENDA

Page 2

(C) Project Presentations

Tab (1) Single Licensing System.
Julie Madden, CIO, DBPR

Jon Ingram - Auditor General
Jeanine King, OPPAGA

(2) HomeSafeNet.
Joe Vastola, Project Director
DCF

(3) Integrated Criminal History Project.
Electra Bustle, Assistant Executive Director
FDLE

(D) (Summary
Joe Brigham, TRW

Committee members identify issues for future review and
consideration.

Committee discusses future committee meetings; Chairman takes
questions

Closing remarks by Chair.
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December 2005

Report No. 05-60

DBPR Re-Engineering Has Achieved Cost Savings, But More

Can Be Done to Centralize Functions and Improve Services

ar a glance

The Department of Business and Professional
Regulation’s call center and single licensing project
was intended to improve business operations
across divisions, improve customer service,
centralize application processing, and streamline
operations. The project has centralized many
functions and produced cost savings. However, it
has not achieved all of its objectives, and one-third
of recent customers who responded to our survey
were not satisfied with the Customer Contact

Background

DBPR is charged with regulating many Florida
occupations and businesses to protect the health,
safety, and welfare of citizens and visitors. The
department regulates over 800,000 businesses
and professionals in more than 200 license
categories, ranging from cosmetologists to
veterinarians and businesses ranging from
alcohol and tobacco retailers to restaurants (see
Exhibit 1).

Scope

Center’s services. The department should facilitate g’ggbR'tge ulates Many Businesses and
electronic application submission for all licenses Professio?lals y
and seek to eliminate duplicative data systems. In — . S —
addition, as the depariment's confract with its = | NL‘;(’:“ber °f‘A°t‘"fe
vendor will expire in 2008, it should begin a Division Jli;sfe;gg;
comprehensive analysis of post'-comract options Alcoholic Beverages and Tobacco MA17
and report these results to the Legisiature. . -~
Boxing Commission 959
Certified Public Accounting 29,623
Hotels and Restaurants 121,567
As requested by the Legislature, this report Florida Land Sales, Condominiums and
examines the Department of Business and Mobile Homes 29,767
Professional Regulation’s (DBPR) central intake Pari-Mutuel Wagering 25,088
unit and Customer Contact Center. Specifically, Professions 346,401
the report evaluates the extent to which this Real Estate 254,092
initiative has achieved intended goals to Total - - ect R e . 878,61 4

improve operations and customer service, and
identifies options for further improving these
functions.

Source: Department of Business and Professxonal Regulation.

Office of Program Policy Analysis & Government Accountability

an office of the Florida Legislature

oppps B



OPPAGA Report

In 2001, the department contracted with
Accenture, LLP, to design, implement, and
operate an online licensing system, Internet
portal, and call center. This initiative was
intended to consolidate department computer
systems, telephone systems, and business
operations to reduce costs and improve
customer service by providing single points of
entry through the Internet and call center. The
department’s contract with Accenture has three
major components: (1) design, build, and
implement a statewide licensing system and
Internet portal; (2) provide application
management services; and (3) 1mplement
centralized call center services.

Design, build, and implement a statewide
licensing system and internet portal. In this
component, Accenture developed an Internet
portal and single licensing system, LicenseEase,
which enables individuals to apply for
and renew their regulatory licenses.’ This
component was divided into six major releases,
with the final release completed in February
2003. Total payments to Accenture for this
component were $16 million.

Application management services. This
component  outsourced  operations and
maintenance support services for the single
licensing system and the call center system.
Accenture’s responsibilities include providing
technical support services, web hosting services,
and managing application systems. The contract
for this component runs from February 2, 2001,
through December 31, 2008. The department
pays Accenture a monthly maintenance charge of
$041 per account managed by the system.
Payments for this component are estimated to be
$29.7 million through the end of the contract
period; payments through September 2005
totaled $13.2 million.

Call center services. In this component,
Accenture developed and implemented a
centralized call center for the department by
providing the technology for voice, e-mail,
Internet, and interactive voice response

! LicenseEase is a product of Versa Management Systems, Inc., a
subsidiary of KPMG.

Report No. 05-60

capabilities. Accenture also assisted the
department in re-engineering business processes
and redesigning the department’s organizational
structure to achieve savings. This re-engineering
involved moving some support activities, such as
customer service and application processing,
from the department’s divisions to a central
shared service center. The contract for this
component is from February 2, 2001, through
June 30, 2006. This component is funded through
a benefit share agreement that requires DBPR to
share with Accenture a portion of the cost savings
attributed to this project.?  Benefit share
payments are estimated to be $192 million
through the end of the contract period; payments
through September 2005 totaled $13.6 million.

DBPR estimates that payments to Accenture will
total approximately $68 million through the
completion of the contract in 2008. As Exhibit 2
shows, the department paid Accenture
$44.6 million as of September 2005.

Exhibit 2
DBPR Has Pald Accenture $44.6 Million to Date
. Amount Paid as of

Estimate  September 2005

System Desngn, Build and

implementation $16,000,000 $16,000,000
Application Management

Services 29,695,533 13,188,873
Call Center Services 19,248,911 13,622,867
Other (Amendments) ' _ 3,167,083 1,794,310

Total Payments

! Includes lease and maintenance of personal digital assistants for
Divisions of Hotels and Restaurants and Alcoholic Beverages and
Tobacco, interface capabilities for computer based testing for
Certified Public Accountants, configuration for the Florida
Engineers Management Corporation, design of the Tax/Audit
option, and development and implementation of the Pari-Mutuel
Compliance Monitoring and Audit System.

Source: OPPAGA analysis.

2 Under the shared savings contract, Accenture developed the new
system and will receive compensation from the department for
the first five years of the project based on a set contract price plus
an agreed percentage of the savings realized through the project.
These percentages will vary from 40% in FY 2001-02 to a
maximum of 67% in FY 2005-06. Benefit share payments to
Accenture are paid in December and June, for the five-year
period. Each payment is an estimate of the benefits to be realized
over the following six months. An annual reconciliation or true-
up process compares actual savings for the current fiscal year to
estimated savings for the baseline fiscal year. The outcome of the
true-up results in an adjustment invoice from Accenture.
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Reorganization. The department used the call
center and single licensing system project to
reorganize its structure to create the Division of
Service Operations, a shared service center that
replaced some service units formerly operated
by divisions. The Division of Service Operations
consists of three bureaus—Customer Contact
Center, Education and Testing, and Central
Intake (see Exhibit 3).

The Customer Contact Center handles initial
interaction conducted by telephone, e-mail, and
the Internet, providing the public with 24-hour
access to information regarding the businesses
and professions regulated by DBPR. The
Customer Contact Center also responds to all
general inquiries and disseminates materials
such as forms, information booklets, and
brochures. The Bureau of Education and
Testing develops, administers, reviews and
grades licensing examinations. The Bureau of
Education and Testing also manages continuing

Exhibit 3

OPPAGA Report

education providers and courses required for
licensing. The Bureau of Central Intake
processes applications and renewals for many of
the businesses and professions regulated by
DBPR. The Bureau of Central Intake also
collects and processes revenue associated with
licensing activities.

Resources.  The Legislature appropriated
$4 million and 82 staff positions for the
Customer Contact Center and $6.2 million and
102.5 staff positions for the Bureau of Central
Intake in Fiscal Year 2005-06. The Customer
Contact Center allocates its operating expenses
among the divisions and professional boards
using data on the percentage of calls answered
on their behalf, while the Bureau of Central
Intake allocates its operating expenses using
data on the activities performed by its operating
units (such as applications processed, licenses
issued, and cash receipts processed).

The Division of Service Operations Consists of Three Bureaus—Education and Testing, Customer Contact

Center, and Central intake

Office of the Secretary
and Administration

| |

I l I ]

Division of | [ Division.of Division of Division of Division of Division of Division of Division of
Professions | | Service . Real Certified Commission Hotels and Alcoholic Pari-Mutuel Florida

and - Operations. Estate Public Restaurants | | Beverages Wagering Land Sales,
Regulations | [~ i ] Accounting and Tobacco Condominiums,

" Bureau of
- Education:.
| and

Source: OPPAGA analysis.

and Mobile
Homes
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Findings
DBPR’s objectives in implementing the call
- center and single licensing system project were
to improve business operations across divisions,
improve customer service, centralize application
processing, and streamline operations. The
department expected to achieve these
objectives by redesigning business processes,
implementing an electronic licensing system,
providing Intermet portal services, and
maintaining a centralized call center. In addition
to improving efficiencies, the project was
expected to generate substantial cost savings.

The project has been successful in centralizing
many functions, enhancing customer access to
services, and achieving staff reductions.
However, the department has not achieved all
project objectives. Specifically, ’

= application processing and other functions
have not been fully centralized;

* cost savings have been realized but are
overstated due to the exclusion of some
costs; and

* performance standards have been met, but
one-third of recent customers who
responded to our survey were not satisfied
with Customer Contact Center services.

To ensure future success, the department must
begin planning for the post-contract period, and
should work with the Legislature to assess
program options.

Several project objectives have been met

The call center and single licensing system
project has generally achieved its goal of
significantly restructuring department functions
and resources to produce more streamlined
and cost-effective operations. The project has
enabled the department to reorganize business
processes, update technology systems, and
significantly reduce staff.

Prior to implementing the project, the
department operated multiple fragmented
computer systems and a large portion of
personnel resources were spent on customer
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interaction. Each program performed
application processing and customer service
functions and utilized separate information
management systems. There were numerous
points of entry for customer service and there
was no capacity for electronic application
submission or payment.

By implementing the call center and single
licensing system, the department updated and
consolidated the technology used for these core
functions and improved operations and services
for customers. The department now operates an
information management system that supports
most core business functions; the new system
replaced more than 60 antiquated systems.

In addition to these technological advances,
creating the Bureau of Central Intake, which
performs application processing and license
renewal functions, has enabled department staff
to focus on their core regulatory functions.
Previously, staff in each division was responsible
for processing license applications and renewals
in addition to their core regulatory duties such
as inspections, investigations, and complaint
processing. Moreover, the Customer Contact
Center enabled the department to improve and
centralize many customer service functions.
Whereas each of the regulatory programs
formerly responded to calls and performed
customer service functions for the professions
they regulate only during business hours, the
Customer Contact Center now provides a more
centralized point of contact for customers and
offers 24-hour access to online services.

The project and its related restructuring of
department functions have produced savings.
According to the department’s most recent
legislative budget request, 249 full-time
equivalent positions were eliminated due to the
business transformations associated with the call
center and single licensing system project.’
Eliminating these positions reduced the
department’s budget for salaries and benefits by
$9.4 million.

* These reductions had limited impact on staff since many of these
positions had been held vacant by the department.
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Not all functions were centralized as intended

While the project and department reorganization
has centralized some functions, it has not
achieved all of its goals. Specifically, application
processing has not been centralized as fully as
intended, with several regulated professions and
businesses still completing applications manually
rather than submitting them online. In addition,
while the project was expected to fully
consolidate the department’s data systems and
eliminate multiple databases, some divisions
continue to maintain secondary systems.

Some divisions still process license
applications and utilize secondary data
systems. The department created the Bureau of
Central Intake with the goal of streamlining
application processing and license renewal
functions and to centralize revenue processing
for all licensing activities. While the bureau has
centralized most of these functions, the degree
to which it performs these functions for the
divisions varies, as shown in Exhibit 4.* For
example, the bureau provides all licensing and
revenue functions for the Divisions of
Professions, Real Estate, and Certified Public
Accounting. However, the bureau does not
currently provide any services for the Boxing
Commission and provides only partial services
(mostly revenue collection) for the Divisions of
Pari-Mutuel Wagering, Florida Land Sales,
Condominiums and Mobile Homes, and Hotels
and Restaurants.

According to the department, the Bureau of
Central Intake does not process applications for
some regulated entities due to their complicated
requirements or unique business setting. For
example, licensing for land sales requires the
review of blueprints, building plans and other
technical information that cannot be handled
through the department’s on-line system. The
bureau does not process applications for Pari-
Mutuel Wagering and Boxing because these

- 4 Service level agreements define the services to be performed for
each division, the expected service level, and the responsibilities
of the division to enable the Bureau of Central Intake to provide
the identified services.
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applications are accepted and approved on-site
at gaming and pugilistic venues.

Exhibit 4

Central Intake Functions Performed for Divisions

Varies
: U lnitiad o License f

-License Rensawal

Lo f e Application and . Revenue

Division - .~ . Processing -Maintenance: Colfection

Alcoholic Beverages

and Tobacco No Yes Yes
Boxing Commission No No No
Certified Public

Accounting Yes ! Yas Yes
Hotels and

Restaurants No? No Yes
Florida Land Sales,

Condominiums and

Mobile Homes No No Yes
Pari-Mutue! Wagering No? No Yes
Professions* Yes Yes Yes
Real Estate Yes Yes Yes

! Includes application functions performed for original licenses and
temporary permits for firms and money collection for
endorsement, reactivation, and first time CPA candidates.

2 The Central Intake Unit performs data entry functions for licenses
division staff have already approved for temporary events.

? The Central Intake Unit screens applications for accuracy and
completeness and processes fingerprint cards for licenses division
staff have already issued onsite at pari-mutuel facilities.

*This does not include licensing functions for professional
engineers, child labor, and farm labor.

Source: OPPAGA analysis.

Despite the unique characteristics of some
professions and businesses regulated by the
department, additional opportunities to improve
and streamline business operations across
divisions may exist in online application
submission. The department’s licensing system
was intended to automate the licensing process,
but currently many applicants cannot apply for
licenses online. For example, applicants seeking
boxing, alcoholic beverages and tobacco, or
talent agency licenses may not apply online.
While the application forms for these professions
are accessible online, applicants must print them
out, complete them by hand, and mail or hand
deliver them to the department for processing.
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According to the department, online submission
is not feasible for these and other license
applications because some licenses require third-
party documentation that is not available for
electronic submission. For example, applications
for alcoholic beverage licenses require several
documents typically provided in hard copy by
various state and local sources, such as proof of
corporate registration from the Department of
State and fingerprint cards processed by a law
enforcement agency.

However, the department could allow
applicants to submit some information for such
licenses online, a service that it now provides
for some businesses and professions. At a
minimum, all applicants (individuals and
businesses) should be able to complete and
submit an initial license form online. Applicants
could then submit remaining information by
mail or hand delivery. The department has
master application forms for individuals and
organizations, but the Division of Professional
Regulation primarily uses these forms. Use of
these forms should be expanded and utilized for
licenses offered by other divisions such as Hotels
and Restaurants and Alcoholic Beverages and
Tobacco. Use of a standard form for all licenses
would reduce the number of forms and simplify
the application process.

Opportunities also exist to diminish the use of
duplicative data systems. For example, the
department’s inspector general recommended
that the Division of Land Sales, Condominiums
and Mobile Homes discontinue using an Excel
spreadsheet to track arbitration data already
stored in the LicenseEase system.® To address
this concern, the department requested a
modification to the LicenseEase system;
according to department officials, the changes
are scheduled to be implemented in December
2005.

5 Division of Land Sales, Condominiums and Mobile Homes,
Department of Business and Professional Regulation Office of
Inspector General, Audit Report AR 04-05-02, December 22, 2004.
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Similarly, the Division of Alcoholic Beverages
and Tobacco uses other systems, in addition to
LicenseEase, to manage information used in
enforcement and compliance for tax and
auditing functions, although some information,
such as enforcement alerts, is duplicated in both
systems. To address this issue, the department
contracted with a private vendor to design a
consolidated tax auditing and compliance
management system. A 2005 assessment of the
alternatives available for systems consolidation
determined that the tax auditing and compliance
management system designed by Accenture is
the best system for performing these
functions.®’”  According to the assessment,
implementing the tax auditing and compliance
management system would extend the
capabilities of the department’s existing
licensing system and eliminate the need to
operate secondary data systems.

Cost savings achieved but amounts
overstated

The contract projected that the call center and
single licensing project would generate
substantial savings, with primary cost reductions
resulting from a decrease in the number of full-
time equivalent positions due to new operating
efficiencies. While major savings have been
achieved, the reported amount of these savings
is overstated and the current methodology for
estimating costs savings is questionable because

- it does not take into consideration all costs

associated with the project.

¢ Business Case Allernatives Analysis for Single Licensing
SystenyTax Auditing & Compliance Project, KS] & Associates,
Inc., May 2, 2005.

7In 2004, OPPAGA recommended that an independent entity
develop a comprehensive cost-benefit analysis of alternatives to
fully assess available options. See DBPR Tax Functions Are
Appropriately Placed; Expanded Use of DOR Tax Processing
System Should Be Considered, Report No. 04-20, March 2004.
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Cost savings calculations do not Include all costs.
According to the department's July 2005
business case, total savings to be produced from
the project are estimated at $75.7 million
through Fiscal Year 2009-10.® As shown in
Exhibit 5, the department reports that it
achieved approximately $12.8 million of these
cost savings through Fiscal Year 2003-04.° The
department has not yet calculated savings for
Fiscal Year 2004-05.

Exhibit 5
DBPR Reported Achieving $12.8 Million in
Cost Savings Through Fiscal Year 2003-04

. Fiscat Year 7.

: : “202 : ‘ ST
CostSavings- - $161,658 -$3,025,918 $9.580.220 - $12.767,796.
Share to
Accenture 64,663 1,210,367 5,748,132 7,023,162
Share to DBPR 96,995 1815551 3,832,088 5,744,634
Benefit Share %

(Accenture/DBPR) 40/60 40/60 60/40 55/45

Source: Department of Business and Professional Regulation.

The department attributed these savings to

* reengineered business processes that enable
customers to submit data via the Internet
thus reducing paper driven transactions;

= consolidating field offices and centralizing
key functions formerly performed by
divisions; and

* increased technology use.

However, the department’s cost savings are
overstated due to flaws in the methodology it
used for determining the project’s fiscal impact.
In January 2004, the Auditor General reported
that the methodology the department used to
calculate project cost savings did not include as a
cost the total payments to the contractor.® For
example, payments to Accenture for the licensing

® The business case is produced quarterly and contains information
to support the estimated payment invoices of the benefit share
portion of the contract.

*The department estimates that the project will generate an

additional $62.9 million in savings between FY 200405 and

FY 2009-10, an average of $10.5 million each year.

® On-line Licensing System and Call Center Services Agreement,
Department of Business and Professional Regulation, Florida
Auditor General, Report No. 2004-112, January 2004.
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system and call center components were
excluded as costs. ! The department noted that
these costs were excluded because it had reached
an agreement with the contractor to include only
operating costs when calculating project cost
savings. However, excluding costs associated
with project installation, implementation and
engineering inflates claimed savings and
increases the amount to be paid to the contractor.
Based on the department’s calculations at the
time of the Auditor General’s report, including
these costs would have decreased total project
savings by $37 million and the contractor’s share
by an estimated $13 million. We concur with the
Auditor General's recommendation that the
department reconsider its decision to exclude
amounts paid to the contractor from its savings
calculations. Reporting accurate data on the
project’s fiscal impact is critical to enabling the
Legislature and taxpayers to accurately gauge the
results of the department’s re-engineering efforts.

Performance standards met. but one-third of
Survey respondents dissatisfied with services

The department has established some
performance measures for the Customer Contact
Center and the center is generally meeting its
performance - standards. However, these
measures do not assess customer satisfaction,
although the Legislature has expressed concern
about user satisfaction with the department’s call
center and online services. To assess customer
satisfaction, OPPAGA surveyed a random sample
of citizens who recently used these services.

Current performance standards met, but
satisfaction not measured. As shown in
Exhibit 6, the department assesses the center’s

" operations using two legislative performance

measures relating to the number and percentage
of calls answered. ? The center met its standards
for these measures in Fiscal Year 2004-05.

UDBPR paid $16 million for the Design, Build, and
Implementation of the Single Licensing System and Internet
Portal component and is expected to pay an estimated $19 million
for the Call Center Services component.

2 The Customer Contact Center also evaluates the performance of
its customer service staff using mechanisms such as call
monitoring, performance evaluations, and performance statistics.



OPPAGA Report

Exhibit 6
Customer Contact Center Met Limited
Performance Standards

. ... F\scalYear200405
Perfarmance Medsures.

“Standard  Performance
Customer Contact Center
Percentage of calls answered 90% 100%

Number of calls answered 1.5 million 1.8 million

Source: Department of Business and Professional Regulation.

However, the department does not assess
customer satisfaction with the Customer Contact
Center. Department officials acknowledged that
a mechanism is not currently in place to measure
customer satisfaction with Customer Contact
Center services, but indicated that options for
doing so are being considered. Measuring
customer satisfaction, a key indicator of program
performance, helps managers identify strategies
for improving services to customers. In addition,
the Florida Customer Service Standards Act
(s. 23.30, Florida Statutes) requires state agencies
to develop customer satisfaction measures as
part of their performance measurement system
and provide statistical data on customer
satisfaction measures in annual reports.

One-third of customers who responded to our
survey were not satisfied with DBPR’s services.
To assess customer satisfaction with Customer
. Contact Center services, OPPAGA surveyed a
random sample of citizens who recently used its
services (see Appendix A for survey
methodology). As shown in Exhibit 7, the
respondents were generally satisfied with the
interactive voice response system, customer
service staff, and web services. ™ Overall,
respondents rated their satisfaction with these
services as 73 on a 100-point scale. However,
one-third of recent customers who responded to

B “Customer service staff” includes call center agents as well as
other staff to whom calls have been transferred. According to
department call center statistics, only 5.46% of calls to the
Customer Contact Center were referred to other staff for
resolution in Fiscal Year 2004-05.

“Interactive Voice Response System is technology that allows
users to use a touch-tone telephone to interact with a database to
acquire information from or enter data into the database. IVR
technology does not require human interaction over the
telephone as the wuser’s interaction with the database is
predetermined by the system’s programmed options.
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our survey were not satisfied with these services,
rating their overall satisfaction at 60 or below.

As indicated in Exhibit 7, respondents were most
satisfied with the performance of customer
service staff but were least satisfied with the
interactive voice response system. Of the
persons who were satisfied, customer service
staff received a median rating of 90, while the
interactive voice response system received a
median rating of only 76. Dissatisfied
respondents, those rating overall satisfaction at
60 or below, rated interactive voice response
services at a low of 35, followed by customer

service staff at 55, and web services at 59 (see
Appendix A for detailed resuits).

Exhibit 7

Survey Respondents Were Most Satisfied with
Customer Service Staff and Most Dissatisfied with
the Interactive Voice Response System

Median Satisfaction Rating

Satisfaction with Satisfacfion with Satisfaction with
IVR Services Customer Service Web Services
Staff

ElOverall satisfaction 60 or below
M Overall satisfaction above 60

Source: OPPAGA analysis.

Eighteen percent of respondents reported
contacting the department to complain about
the quality of these services.” Respondents
complained primarily about (1) the Customer
Contact Center taking too long to respond to calls
and information requests; (2) their inability to track
whether the department had received information

1% Seventy-one percent of respondents reporting they complained
to the department were dissatisfied respondents, rating their
overall satisfaction with department services at 60 or below.
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they submitted; (3) customer service staff not
having the knowledge needed to answer their
questions; (4) they received incorrect information
about licensing requirements; and
(5) unprofessional behavior of customer service
staff. A recent satisfaction survey conducted by
the Florida Institute of Certified Public
Accountants revealed that licensed CPAs had
similar complaints about the Customer Contact
Center’s services.

Comprehensive analysis of post-contract
options needed

The  Application = Management Services
component of DBPR’s contract with Accenture,
which provides for the outsourcing of operations
and maintenance support services for the single
licensing system and the Customer Contact
Center system, ends on December 31, 2008.% To
avoid service disruptions and resulting customer
dissatisfaction, it will be important for the
department to start planning how it will provide
these services well before the contract ends, as it
may need several years to either develop the
capacity to provide services in-house or to fully
assess alternative vendors. The department
currently plans to begin preparing for the post-
contract period in January 2007, two years prior
to contract expiration.

The department should develop a business case
to identify the most cost-effective method for
securing these services. At a minimum the
analysis should include

* an estimate of all costs associated with each
option;

* recommended solution and justification;

* transition management strategy;

» performance metrics; and

* recommended procurement process.

The department should complete its analysis of
post-contract options by July 1, 2007, and

" This includes support and maintenance of the single licensing
system, support and maintenance of the infrastructure, code
maintenance, bug fixing, version management and help desk
support services.
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provide this information to the Legislature for
consideration.

Conclusions and
Recommendations

DBPR’s re-engineering and outsourcing has
centralized functions and produced cost savings.
However, it has not achieved all of its objectives,
and one-third of recent customers who
responded to our survey were not satisfied with
the Customer Contact Center's services. We
recommend that the department take several
steps to further streamline its operations,
improve customer satisfaction, and achieve
additional savings.

= Continue to explore options to expand
online application submission and eliminate
secondary data systems.

* Develop customer satisfaction measures and
report performance for these measures to the
Legislature. To collect this data, the
department should periodically survey citizens
that use its services, and assess customer
satisfaction with customer service staff, the
department’s website, and its interactive voice
system. The department should use survey
results to modify service delivery.

* Develop a business case for post-contract
options by July 1, 2007, and submit this
business case to the Legislature. The
department should assess all costs associated
with each option. Ata minimum, the
business case should outline the options
evaluated and the criteria and performance
metrics used in this assessment and
recommend options and a transition
management strategy.

Agency Response

In accordance with the provisions of s. 11.51(5),
Florida Statutes, a draft of our report was
submitted to the Secretary of the Department of
Business and Professional Regulation for review
and response.
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The Secretary’s written response is reproduced
in its entirety in Appendix B.

OPPAGA supports the Florida Legislature by providing evaluative research and objective analyses to promote govemment accountability
and the efficient and effective use of public resources. This project was conducted in accordance with applicable evaluation standards.
Copies of this report in print or altemate accessible format may be obtained by telephone (850/488-0021 or 800/531-2477), by FAX
(850/487-3804), in person, or by mail (OPPAGA Report Production, Claude Pepper Building, Room 312, 111 W. Madison St., Tallahassee,
FL 32399-1475). Cover photo by Mark Foley.

Florida Monitor: www.oppaga.state.fl.us

Project supervised by Kara Collins-Gomez (850/487-4257)
Project conducted by Jeanine King, Steve Harkreader, and Nathan Lassila (850/488-0021)
Gary R. VanLandingham, OPPAGA Director
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Apperdix A
Survey Methodology

As the Legislature has expressed concerns with customer satisfaction with services
provided by Florida’s Department of Business and Professional Regulation, OPPAGA
surveyed persons who had recently used the department’s Customer Contact Center to
measure their satisfaction with its services. We modeled the survey after the American
Customer Satisfaction Index designed by the partnership of University of Michigan,
American Society for Quality, and CFI Group. The American Customer Satisfaction Index
is routinely used in private industry and government. We designed our survey to identify
the level of satisfaction with the department's website, customer service staff, and
interactive voice response system; and the relative effect that each service has on overall
satisfaction with the department.

Survey Procedures

The department provided a list of licensees and applicants who contacted the department
from February 15, 2005, through May 15, 2005. The list contained multiple contacts for the
same person and the following contact information—name, mail address, telephone
number, e-mail address, and method of contact (e.g., call, e-mail, web, interactive voice
response). Due to the resources required for a telephone survey, we decided to survey via
U.S. mail and e-mail. Prior to selecting a random sample, we eliminated people whose
only contact information was a telephone number.

We surveyed a random sample of 2,542 people from a list of 136,989. Of the 2,542 people
contacted, 955 responded (a 37.6% response rate). We contacted people in the sample by
e-mail and U.S. mail asking them to complete an internet survey. People not responding
to the initial contact were contacted again by e-mail or U.S. mail. For those not responding
and for whom we had a mailing address, we mailed a copy of the survey with a postage-
paid return envelope.

Overall, we received responses from 37.6% of our sample. Survey respondents were
somewhat different from the sample population in that a higher percentage had initially
contacted the department via its website. However, given the relatively high overall
satisfaction ratings, we believe that the survey results are not unduly biased from a greater
likelihood of disgruntled people responding to the survey. Also, the over-representation
of website users among respondents does not appear to have biased results given that web
users’ overall satisfaction was not substantially different from that of callers contacting
Customer Contact Center agents.

11
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Table A-1
Persons Contacting the Department Through the Website Were Over-Represented
Among Respondents

oo v Percentage of Gontacts e
e 0. CAliContacts < L ‘Sample: ~ Survey Respondents
TypeotContact - 0 ‘N=136983 . . N=2542 N=685"

Call 59.2% 58.8% 50.9%
E-mail 6.7% 6.5% 55% -
Interactive voice 15.1% 14.8% 14.9%
Website 49.8% 50.4% 62.8%

! Analyzing the potential effect on survey results of people not responding to the survey requires matching respondents'
identification numbers to the original list of contacts. While 955 people answered survey questions, 270 did not provide
their identification numbers with their survey responses, which prevented us from tracking those respondents. Thus, we
excluded those 270 respondents from this analysis of response bias.

Source: OPPAGA analysis.

Survey Results

We asked respondents to rate the department’s website, Customer Contact Center agents,
and interactive voice response services on a number of aspects. We also asked the
respondents about their expectations and ratings for the overall quality of Customer
Contact Center services and their level of satisfaction with those services. All ratings were
on a1 to 10 scale. We averaged survey items and converted to a 100-point scale to
produce ratings for services, quality, expectations, and overall satisfaction.

As indicated in Table A-2, respondents were generally satisfied with Customer Contact
Center services. However, one third of respondents were not satisfied, rating their overall
satisfaction with the Customer Contact Center at 60 or below.

Table A-2 .
Median Respondent Satisfaction Ratings with the Customer Contact Center’s Services
U Rt LT EE Co Querall Qverall

N Satisfaction Satisfaction
P PR . -All Rating Rating 60 or
- Surveyftems - o - Respondents Abave 60 - Below

Website Accuracy and reliabifity of information 80 90 70
Value of information 90 90 70
Ease of navigation 70 80 50
Able to find desired information 80 80 50
Retrieving and updating license information 80 90 55
Interactive voice Accuracy and reliabifity of information 60 80 40
Value of information 60 80 40
Ease of navigation 50 70 30
Able to find desired information 50 70 30
Retrieving and updating license information 50 80 30
Customer Service Staff' Courteous 90 90 70
Knowledgeable, helpful, and responsive 80 90 50
Overall Quality of Services Rate overall quality of all services 80 90 50
Expectations of Overall Quality  Rate how high/low expectations of overall quality 70 80 50
Overall Satisfaction Rate overall satisfaction 80 90 40
Rate degree met expectations 70 80 40
Rate degree department is close to the ideal 70 80 40

1“Customer service staff” includes call center agents as well as division staff to whom calls have been transferred. According to department call
center statistics, only 5.46% of calls to the Customer Contact Center were referred to division staff for resolution in Fiscal Year 2004-05.

Source: OPPAGA analysis.
12
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Table A-3

We used a statistical technique referred to as structural equation modeling to identify the
most important factors affecting satisfaction with the Customer Contact Center’s services
(Hayduk 1987; Arbuckle and Wothke 1999). We estimated the effects of (1) the
respondents’ experiences with the Customer Contact Center's services, (2) their
perceptions of the quality of those services, and (3) their expectations for Customer
Contact Center services on their overall satisfaction with the Customer Contact Center.
We also estimated how the respondents’ overall satisfaction affects the likelihood of
reporting contacting the department to complain.

Table A-3 shows the effects of each factor on overall satisfaction and the likelihood of
contacting the department to complain. Improving respondent’s’ ratings of website and
customer service staff will have the most effect on improving ratings of overall quality and
overall satisfaction. The effect scores in Table A-3 indicate the effect on the subsequent
factor’s rating if the rating of the factor at the tail of the arrow is improved by one point.
For example, if the ratings for website services were improved by five points, ratings of
overall quality would go up from 71.2 to 734 (712 + [5 x 042] = 733). Ratings of
overall satisfaction would, in turn, increase 1.8 points (5 x 042 x 0.87 = 1.83) and the
percentage of people making complaints would be reduced 1.3 percentage points to 16.8%
(5x0.42 x 0.87 x -0.007 = -0.013).

The Department’s Website and Customer Service Staff Are the Most Important Factors Driving Customers’
Ratings of Quality and Satisfaction

Website

Average =74.5

Customer
Service Staff

Average =76.0

0.42

Overall -0.7%
Satisfaction — Complaints
Average = 67.8 18.1%
Interactive
Voice
Average = 54.3

Source: OPPAGA analysis.
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Jeb Bush
Govemnor

Simone Marstiller
Secretary

Office of the Secretary
1940 North Monroe Street
Tallahassee, Florida
32399-0750

VOICE
850.413.0755

FAX
850.921.4004

EMAIL
Secretary@dbpr.statefl.us

INTERNET
www.MyFlorida.convdbpr

STATE OF FLORIDA
DEPARTMENT OF BUSINESS AND PROFESSIONAL REGULATION

December 14, 2005

Gary R. VanLandingham, Director
Office of Program Policy Analysis and Government Accountability

~ Claude Pepper Building, Room 312

111 West Madison Street
Tallahassee, FL 32399-1450

Dear Mr. VanLandingham:

Enclosed is the Department's response to the Office of Program Policy
Analysis and Governmental Accountability (OPPAGA) November 2005 draft
report based on a review of this department's Division of Service Operations.

We have worked closely with your staff in providing information for your
report, and offer the following additional information in response to the
specific OPPAGA findings, conclusions and recommendations.

We appreciate the time and energy put forth by your staff and we look
forward to reviewing the final report. Please contact me at 413-0755 if you
need further information or have additional questions.

Sincerely, ,
Simone Marstiller

inete Uit

Secretary
SM/vbh
cc: Julie Madden, Deputy Secretary, Operations

Ron Russo, Inspector General
Carmela Davis, Director, Division of Service Operations
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Report No. 05-60 OPPAGA Report

Florida Department of Business and Professional Regulation
Response to Office of Program Policy Analysis &
Governmental Accountability
Report No. 05-60

CONCLUSIONS AND RECOMMENDATIONS

The OPPAGA audit finds that the DBPR re-engineering has centralized functions and
achieved cost savings; however, it outlines three conclusions and recommendations for
the department to continue to improve the services provided. The department's
electronic application submission should be expanded to include additional professions
and businesses to increase efficiencies and improve customer self-service capabilities.
DBPR should implement processes to come to compliance with F.S. 23.30 requiring
customer satisfaction analysis as a part of the Customer Contact Center's performance
measures, and explore the elimination of secondary data systems integrated into the
single licensing system utilized by the department.

OPPAGA RECOMMENDATION

* Continue to explore options to expand online application submnss:on and
eliminate shadow data systems.

AGENCY RESPONSE

o The department is reviewing the online application process for
improvement to advance additional professions to the enterable
applications.

o Statute changes to allow for electronic attestation of the application
are being explored.

o Electronic fingerprinting is being implemented to increase portal
activity.

OPPAGA RECOMMENDATION

* Develop customer satisfaction measures and report performance for the
measures to the Legislature. To collect this data, the department should
periodically survey citizens that use its services, and assess customer
satisfaction with call agents, the department's website, and its interactive
voice system. The department should use survey results to modify
service delivery.

AGENCY RESPONSE

o In October, 2005 the Customer Contact Center began development
of a Customer Contact Center Satisfaction Survey process. The
survey includes random selection of customers utilizing the various
support tools including the web portal, the Interactive Voice
Response system and call center agents. Survey statistics are
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OPPAGA Report Report No. 05-60

currently being gathered to identify intake averages and to
determine acceptable polling percentages.

o The Customer Contact Center conducts weekly customer
satisfaction surveys and is compiling data for publishing.

o Our training program is built on service area inputs, customer
survey results and new business processes activated.

o Quality assurance and quality control measures are being explored
through the CORE team concept. Our next opportunity to request
the addition of measures will be when we prepare the FY 2007-08
thru 2011-12 LRPP.

o Information sharing will elevate the quality of service to the
customers.

OPPAGA RECOMMENDATION

* Develop a business case for post-contract options by July 2007, and
submit this business case to the Legislature. The department should
assess all costs associated with each option. At a minimum, the business
case should outline the options evaluated and the criteria and
performance metrics used in this assessment ant recommend options and
a transition management strategy.

AGENCY RESPONSE
o The department has begun the process for selecting a third party to

assist the agency with the development of a business case for the
post-contract options.
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Summary

Report Number:03-017
Report Title:  Dept of Children and Family Services--HomeSafenet
Report Period: 07/1994-05/2002 & Selected Dept Actions Taken from 06/2002

Release Date: 08/26/2002

HomeSafenet is a child welfare and client management information system being developed by the
Department of Children and Family Services (Department). Funding for the development of HomeSafenet
originated in the 1994-95 fiscal year. As of the completion of our field work, an estimated 10% of the
planned functionality of HomeSafenet was operational, with continued system development planned througt
June 2005. The Department reported to the United States Department of Health and Human Services,
Administration for Children and Families (ACF) for Federal reimbursement the actual cost of HomeSafenet
development and implementation through March 2002 to be approximately $89.8 million. As of July 2001,
the Department projected a total system cost of $230.1 million in its HomeSafenet Project Analysis
document.

Our audit of HomeSafenet focused on evaluating selected aspects of the Department’s development and
implementation of HomeSafenet during the period July 1994 through May 2002. Our objectives were to
determine the progress of the HomeSafenet implementation and the adequacy of the Department's
procedures, records, and documentation, and to determine if Federal and State requirements for a child
welfare system are sufficiently addressed by HomeSafenet. In addition, we reviewed the reasonableness of
projected and actual costs for the development, implementation, and maintenance of HomeSafenet,
evaluated the effectiveness of project management controls and practices, reviewed the suitability of the
technical platform of HomeSafenet, and reviewed the progress made by the Department in implementing
recommendations provided by special project monitors for improving management of the HomeSafenet
project.

Highlights of our findings concerning the status of HomeSafenet include the following:

» Development of the child welfare system has been significantly delayed and prolonged by a
stringent process for obtaining Federal approval of development plans, unsuccessful
attempts to procure a system, changes in system development strategy, functionality
changes in the initial release, changes in system architecture, failure to meet productivity
estimates, inclusion of Quality Delivery System (QDS) functionality, and significant turnover
in project management.

o The Department’s current HomeSafenet management team has made improvements in
project management, particularly in project reporting.

» Based on Department documentation, the functionality planned by the Department for
HomeSafenet, when completely implemented, appears to generally adhere to the Federal
and State requirements for the child welfare program. The inclusion of QDS functionality,
although not a specific Federal or State requirement, appears to promote compliance with
Federal and State laws and regulations and provide increased assurance of more

http://www.state.fl.us/audgen/pages/summaries/03-017.htm : 1/17/200¢
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consistent and informed decisions related to child safety. QDS design do¢uments reflect an
analysis of applicable laws and requirements that stipulate core business functions.

o The Department had re’asonably addressed recommendations for improving management
of the HomeSafenet project provided by special project monitors, pursuant to Section
282.322, Florida Statutes.

« The State Technology Office, Enterprise Project Management Office had not formalized its
procedures for reporting identified high-risk technology projects to the Legislature and the
Governor and had not formally assessed the level of risk associated with proceeding to the
next stage of the HomeSafenet project, as required pursuant to Section 282.322(2), Florida
Statutes.

« Significant resistance to HomeSafenet existed among the intended users of the system,
particularly the community-based care providers.

o Staff cost associated with HomeSafenet was generally supported by Department records
evidencing that the employees’ job responsibilities were HomeSafenet related.

» Although the Department appeared to have reasonably monitored system usage and taken
appropriate actions concerning capacity and user hardware issues, future system capacity
upgrades and user hardware replacement may be needed. The Department indicated that
it had included provisions for projected upgrades and user hardware replacement in the
Department’s total estimated system cost.

o Although newer releases of HomeSafenet have provided improved data edits, initial
versions did not provide sufficient edits to ensure data integrity.

o HomeSafenet users did not always input data timely.

o Department administration of HomeSafenet contracts did not always ensure that contract
payments were accurately recorded in the Florida Accounting Information Resource
Subsystem (FLAIR) and that appropriate evidence of the Department's review and
approval of contractor invoices was maintained. In addition, the Department maintained
duplicate service contracts with two separate vendors.

o The Department’s accounting records and systems did not provide efficient and effective
identification of costs associated with the HomeSafenet project.

¢ Due to errors in the compilation and preparation of Federal reports, the Department
overstated HomeSafenet expenditures to the ACF, which required a $2.4 million reduction
in Federal funding.

o Out-of-state travel expenditures charged to HomeSafenet appeared to have been
reasonably and necessarily incurred.

¢ Due to several factors, the Department’'s meeting the HomeSafenet project estimated
completion date of June 2005, at a projected total cost of $230.1 million, is questionable.

The Secretary’s written response to the audit findings and recommendations in audit report No. 03-
017 is included on the Auditor General web site.

http://www .state.fl.us/audgen/pages/summaries/03-017.htm 1/17/200¢



Pilot Project — October 2006

Florida's Integrated
Criminal History System

Implementation of Jessica Lunsford Act Requirements

Small, relatively inexpensive one to four-finger fingerprint capture devices will be used as part of FALCON
to either (a) Validate a subject’s identity, using at least one finger and subject demographic information
(such as SID): or (b) Search and identification of a subject, using only the subject’s two to four fingers and
no other demographic information. This “Rapid ID” utility will enable:

>

>

>

Build 2A - December 2006

Re-regisiration of Sex Offenders - Sheriffs’ Offices will be able to biometrically confirm the identity of sex
offenders.

Biometric Identification of Probationers — Probation Officers with the Department of Corrections will be
able to biometrically confirm the identity of a probationer at the time they report for supervision.
Creation of Arrest Nofification List for Probationers as a result of Biomefric Identification or via the use of
a State Identification Number (DLE) - Probation Officers with the Department of Corrections will be able
to create a “watch list” to identify probationers for which they want to receive a notice when the
probationer is subsequently arrested.

Management of Amest Nofification for Probationers — Probation Officers with the Department of
Corrections will be able to update or delete probationers on their watch list using the State
Identification Number (DLE).

FALCON Identification and Notification

»

»

>

Expansion of the capabilities associated with the Rapid Identification of offenders to a wide variety of

customers inctuding:

e Court Room Appearances - The courts will be able to confirm the identity of
defendants (sex offenders, for example) at the time of court appearance.

» Creation of Armrest Notification List Using a State Identification Number (DLE) - Law
Enforcement Officers will be able to create a “watch list” on persons of interest
for whom they want to receive a notification when the subject is arrested.

e Correctional facilities (including juvenile facilities) — Jail administrators will be
able to quickly confirm the identity of inmates being released and moved within
and between facilities.

e local Law Enforcement - Law Enforcement Officers will be able to identify
individuals at locations other than booking facilities, at roadside stops for
example.

 All incoming armrests can be searched against retained fingerprints of applicants,
and nofifications of an applicant’s subsequent arrest sent to employers, who will
be able to control the inclusion/exclusion of subjects to be monitored.

» All incoming arrests can be searched against fingerprints of “persons of interest”
identified by law enforcement, and nofifications of a subject’s re-arrest sent to
law enforcement, who will be able to control the inclusion/exclusion of subjects
to be monitored.

New and Improved Tenprint Matchers - will be implemented which will enhance the fingerprint

verification process.

DNA Confirmation - The process of collecting and processing DNA obtained from those convicted of

specific crimes is costly. FALCON will enable those involved in this process (courts and corrections) to

confirm whether or not a DNA sample is already on file, and prevent a sample being taken
unnecessarily.



Florida's Integrated Criminal History System ‘

Build 2B - Anticipated September 2007

FALCON Arrest Processing

> Non-propriefary livescan equipment: Booking agencies will
be able to use livescan equipment other than Printrak, to
submit full arrests; i.e., providing the equipment is capable of
submitting information to FDLE in NIST format. Any vendor's
(NIST compliant) livescan device will be capable of FALCON
connectivity and submitting full arrest processing.

> Image submissions: FALCON will be capable of collecting
and storing images of scars, marks, tattoos and mugshots;
however, the searching and managing of these images will
not become a function of FALCON until Build 3, when
FALCON is scheduled to become the FDLE integrated
criminal history system database of record.

> Palm print submissions: FALCON will be able to collect and
store palm prints as part of the booking process; however, as
with images. the searching and managing of these prints will
not become a function of FALCON unfil Build 3, when
FALCON is scheduled to become the FDLE integrated
criminal history system database of record.

Criminal History Record Checks for
Non-Criminal Justice Customers

> Fingerprint-based criminal history checks: FALCON will provide
fingerprint-based (as opposed to name-based) applicant criminal
history requests, and enable customers to manage the
nofification process when employees are subsequently arrested.

> Billing, financials: A complete financial system will be
implemented, interfacing with the state’s financial system, and
provide improvements to the management of the biling
processes for all criminal history requests by non-criminal justice
customers.

» Public criminal history record checks (name-based) will be
available via internet “shopping cart.”

> Firearms purchase processes will be streomlmed and efficiency
improved.

Fingerprint Processing

> Latent print matching improvements will be implemented.
> A document management system wil be implemented to enhance the processing of manual
submissions.



| F lntog Criminal Hlstory System

Build 3 - Anficipated October 2008
AFIS and CCH Integration

» FALCON will become the database of record during Build 3, and
| FDLE fonoscrmma I will replace the current CCH and AFIS completely.
pros— : » FALCON will provide a much-improved RAP sheet, which affords
the customer with options for organization and viewing of
information contained in a subject’s criminal history.
» Palm print searching & matching capability will be implemented.
> Image searching & matching capability will be implemented.
> Agencies will be able to make corrections of criminal history
information “owned” by that agency.
> Improved management of the Seal/Expunge function wil be
implemented.
> Armest dispositions will be improved, as the disposition of certain
arrests, such as Nofices fo Appear and Direct Files, which do not
presently involve fingerprint capture, will be able to be entered
info a subject’s criminal history as standalone dispositions, as
fingerprints are able to be captured at the time of adjudication.
> The sex offender/predator & career offender registration process
will be improved and will validate the time/place of the subject’s
e e — registration with ten-print biometric identification and notfification
of the event to the subject's probation officer. (Implementation
of the Jessica Lunsford Act will dictate earlier implementation of
certain registration improvements).

O crHR: Janwary L 1TE

Build 4 - Anticipated June 2009

> FALCON Disaster Recovery Site
e A criminal history disaster recovery system will be established.
e The disaster recovery site will be able to be utilized as a data warehouse for more complex
analysis of data without impacting the effectiveness of the primary FALCON database.
> Complex interfaces to FALCON will be able to be developed, including:
e Florida Law Enforcement eXchange (FLEX)
¢ Clerk of the Court information systems
e Justice information systems
¢ Intelligence systems
> Advanced technology features, such as facial recognition may be added to FALCON, assuming that
by that time, such technology is sufficiently mature.



For more information visit
www.falconichs.com

or email
FloridaFalcon@fdle.state.fl.us




9002 ‘9z Asenuer
sapiwwo) Abojouyosa] p podaosedg asnoH

woo epuol4AN
pue
(dINJIN) @oe|d1ex epepLIOlJAN

S99IAI9G Judwabeueyy Jo Juswiiedaqg




sjuawainoold g Jo ssjdwes
[eniul uj paseq Jeak/NQ LS Jo abelone ue siakedxe) epuoj4 seaes JIN4N

sajoua|olje s$sa004d
pue Butoinos oi6ajens ybnoly; sbuines sjeisuss)

sassauIsng asudisjug ssauisng ALoup
Juasaidel NN Yim pasesiBal sIopus 000'09 SU) JO 000'6) UEY) BIO

BpUO|4 SUQ SJe)l[ioe} pue Sjgeus

884 uoljoesuel| %] ay) ybnoayy papuny Ajiny st JW4N

sasuadxa Bunelsdo ainjusddy pue ¥g1
SWA yjoq Buuianod weiboid Buipuny-jjos e awoodag

sjusuodwiod
wojsno pue Aued p,¢ feuonippe yim equy ale sjusuodwos Arewnd W4

aonjoeld
1s8q uo azijeydes pue ABojouyos) mau abeisns

saAleniul Buioinos oibajens Yim
disy 0} uonjewuojul Buunydes Apuaiing aie Gooz Aep Jo Se aAl| salousbe ||y

Buionos oibajess 1o
|suueyo buiAnqg e ojul Buipuads sjejs e sjebaibby

. sa1ouaby aAlNJeax3
8y} Jje ul pajuswajdw wajsAs paseq gom e S| JNJN ‘Mau AjAnejal |[iS

Juswutanob
9AIJO8)J8 pue JusIole alow e siqeus o} Ajjed1uosod|s Juswainooid ajels sjesadQ [

UOISSIfy =

M3IAIBAQ (dINAIN) @de|dioteNeplUolJAN




JUSWIBINI0.d 21U0I}09|3 paseg-aap

B 10} GL.0-10/00 SING 'ON NLI SWQ
1002/5/E

aseyd UonezIqol
£002/6/} - 2002/4 IO}

ﬂ

900z/5¢/1 000¢/S1/e

Y

aseyd wswihojdaq aseyd swdojansq
G00¢/1/9 - €00¢/E/L €00¢/L/L - ¢002/eIT)

NOV - piemy 0} Jusjuj

1002/9/8 Apnig saoioeld SSauIsng

uoneziuispo ONdM
Hejs joaloid - paubis Joenuo) 000¢/8L/C
¢00¢/6/0}

Jua.ing o} uondasuon — auljdwil JIN4IN




Japinoid wa)sAs
90IAI9S UM diysuone|oy = jJo uoijejuswsajdwi |NJSSOIONS =
Bunsa) Bunojuow Aued pay| w
¢ Bupjrewyouaq jusiolynsul Aixajdwod
— Sanss| aduewlopad WoSAS = pue ajeos Joaloid 0] aAljeal
SJUIBJISUOD 92IN0SOY = QoueleA a|npayos Jolew oN =
Buliasuibus-oy ABojopoylaN
SS9201d UO SNOoj jualolynsu| = Juswabeuely 100/oid =
sabusgjley) S1ybijybiH

M3INIBAQ J03foid dINDIN




-uonejusweidus audsy ‘sjdwiexs - painodas uaaq }aA jou sey Buipuny yoium Joy pajosioid

JOpudp Joj
21£'£86'85$ 66'615'623 anuansy pajdafold [ejol

96.'81E'V$ 669'08%°1L$ 8NUBAGY JOYI0,,

eIeyS anuaAsy JoN

oNnuaABY $s019) papunj-jjes sli ”_.Om_.o.h d =

(L0/k1=z0/0L) wis ]
JoBljuOY (BBl
40} suonasiol

MIIAIBAQ [edueuld dINHdIN



2010 Buiseyoind 9)elS Y)iMm Uoljeulplood pajeibaju; =

aouauadxa joalp
h& so1ouaby a)e)S WoJj pajnIoal — wes | Juswanoidw| SSe20id m

POIILSD |INd — ©04n0Sal || pa)edipa =

aseq Jash Aouabe uo snooj
pasealoul paljlad JINd — Jabeuey suonetadQy/ 1098loid Aindeq n

aoualladxa
1] Joyoas ajeAld % alignd ‘paijilad |INd — l1ebeuep j108loud n

:s)insal aAljisod BulpjalA sebueyd ainjonJ)s jeuoneziuebio
ueoliubis paosusiadxe sey 109loid ay) ‘syjuow aulu ise

. mm:m:o jeuoneziuebiiQ joslo.id - 9aje}s Juasing




A

SN |l uo snjels Apjospn
‘winwiuiw uonoejsiies 9,08 — [9A9] uonoejsijes a2IAI8S Jawolsn)
¥oam | uiyym poddns Jswiojsng Uo uolnjosal %001
BLISJLIO uoljoejsijes juawasueyus walsAg
Alea)o ajow pauysp Ajuoud xijy waisAs 0O
pajejodiooul saxiy WasSAs Jo 9%,00L O
uoddns uojjeonddy =

abesn Aouabe ainsua 0] palojiuow 3j0A0-9)l| Aed-0}-ainoold O

Ajdwiy passaooud ale sjuswAed Jo 9,00, O
mEmE>ma ¥ SaouUeIqWNOUS uoljelbajul Yy 10} SS820NS 9%,00L O

‘suofouny ssauisng =
| suoloun} ssauisng
[enjoe Jo juswiainseaw awl) asuodsay — aouewsopad wWo)shs =

SINd Bunesw
uo Eomc:coo |[emaual joesjuo) — Ajljigejunoosoe ainjuaddy m

:9pN[oul seale shooj
oi10adg “pauyap AlJea|d pue juabulys aiow SaINSEa|\ 9oUBWIOLISd
uo siseydwa yjm gOQZ JoqUIBAON Ul pajnoaxa 4 uoijeolipo

juswainses|\ 9duewlioliad




Jajuswbny, ue jou IOJUO\, & se Aled pJiy] Jo siseydus-ay ]

pa)iwgns siaquinu ay) Jo malAal e isnl jou
— Buioday| ainseas| soueWIOLS JO UOIIEPI[EA PUB UONBOllISA =

Aljigesn Joj Jojuow 01 sbuiwiny aouewsopad waisAg u

asuodsal Jo Ajljenb
pue Aoeinodoe 1o} pajipne %0z — palipne s|jed uoddng Jjawoisn)) m

| ‘Buriojiuow Japinoud
99IAIeS pue aouewdsopad Buinosdwi diysiepes| JINJIN

BuLiojiuo @d2uewIoMdd




sojoJ Aay ul
JuUswaAjoAul Aouaby Buipnjoul pieog |ojuo) abuey) pajelbajul u

|[9A8] uonoejsnes ajepljeA 0) skaains Juspuadepu] =

papinoid poddns ssaooud Xy
104, Ylm sanssi Aouabe oyioads ssalppe 0} yoeasjno Jawojsn) =

s)|nsal pue }oeqpaa)
annsod ypm saiouabe Aoy woiy pajealsd sdnoub snooj jeuonoun4 m

s|jeo poddns Jawio)snd Joj saipuabe ay) Jo jjeyaq uo Japiaolid
99IAI8S Y)Im Buluaaielul pue saiouabe yim uolesiunwwod
Jo sjauueys mau buiuado diysiapes| dINdIN 2A1joeo.d m

‘salouabe 9)e1g 0}
lapinoid _9oIM8s, e se 9jod Bunjelobiaulal diysiapes| dI4IN

9JIAISGS J2WOo)SN)




o}

A4 Jo pua Aq 9)9|dwi0o aduejeqg ]
900¢ Areniga4 Jo pua Aq 9)9|dwod (%08) 62/€Z =

a)9|dwo9 (%GY) 62/l  m

sojep uonajdwod }Joaw 0] Joel) Uo aJe Swa)l uoloe ||y =

swia)l uonoe Bunjnsal gz — suoljepuswiwiodsal yym sbuipui4 /|, =

:G00zZ AInp
ul 9)o|dwod Jpne || Y 8y} wol} uejd uoijoe Ino Jo ajepdn

snje)s Jpny 1| [eJaudn Jojipny




24

‘lenod a8y} anoidwi pue asueyua 0} Jeah

Eo;m:oEg pabeuew pue yo-pa)oly sjoaloid jesonas yum uoielado

Buiobuo ue mou si jeuod woo epuojd4AN 9yl “paysiidwoddy
:snjejs

"S9OIAISS pue uoljew.olul
9)e]S SS929e 0] uOAue 10 d)IS |elOd pazijeslua9d e ysiigeisy
:9A109[q0

‘aoualpne Jobie) abie| ‘9sI1anIp B pue ‘sainjes) pajelibajul Ajasoo
JO UOI1199]|09 B ‘uoneliAeu Yol ylim gapn SpIM PHOAA Y} Joj Aemajes)
-uoniuyyaq jeyod

|e}iod wodeplIo|JAN




(42

'S9OIAISG JUBWUIBA0S)S Jolew 0}
SHUI| YUM vo €002Z Ul 8oeua)U| Jasn 8y} Jo JuswaAoidwi psnunuo) =

1002 ;mseﬁ pappe aiom sa)IS gopn Aouaby 0] SyuUI =

‘sajepuew aAIe|sIbo)
yum asueldwod ul 000z Ul paysijqelss sem |elLod Woo eplLoj4AN =

AioysiH




€

b

yoeqpoaa4 wod eplo|4AN
aoue|9)-e-1e-Aousaby

dn-ubis smaN© epuo|JAN
10]e007 9210 asusdI JoAQ
yoJeas Joje|sibo]

snje)s AlnNdag puejowoH
Yd1eag YoInp L LYy

V30 dlweulg

aseqabpajmouy| OV
SS902Y pue Yyoieag 9asuaol]

Ae|dsiq Jauueg Aousbiowg =
SOJIAISG JUSWIBAOD)D =
sijauueg =
SOUl|peaH JUSWUISA0S) =
soido] JOH =
Slamsuy 199 O
JUBWIUIBA0S) O
ssauisng O
uelpuol|4 O
JONSIA O
:J0J uonebineN nusyy =

sain}ea jeuod s.Aepoj



1 4

[ J

11eQ-UQ INOH-%¢

‘sbuneaw dnouc) AIOSIApY |BLOd 8)eulpioo)

‘|lelod Jo} uoljesyipow pue uoljeald soiydelo

‘sa1ouabe pue |eLod 10} SYoayo adueljdwod g0g Uol}0ag dlpolad
‘swiajqoud pue suolsanb yoeqpaa4 dljgnd 0] puodsay

‘sajepdn (SHH) saibojouyosa | MONIYDbIY

‘@oueusjuiew aulbus yoieasg

‘soljAjeue qap\ Joj sbo| alis qopn Jo uonebaibbe Ajieq

"SHUI| UlejuUIe\

mo_ao“ J0y ‘slauueq
‘IX8) — mm;_Em |ejuswiulanob pue saiouabe Jayjo ‘@210 S JOUIBA0D)

‘suoljesljdde juswabeuew Juajuod WOISND ulejuie
‘'sopelbdn joo] asudisjug
"§]|00 | asiidiajug pue |eluod JO yjeay uiejuiey

saiIAlOY JeuoneladQ Ajieq




S

"80BlBJUI Jasn padueyua :uoljebiAneu aAljINjuI B10W JUSJUOD JO
sJake| aiow 10} AIqIXa|4 — [994 B YOO pue |[9po\ uonebineN maN
‘asealoul sauabe Ag uondope

[elOd Se m0.1b 0] ainjonuiseljul |[elod MO||Y — ainjondiselju] plingay
‘solouabe 0] aAnoese

IO\ ‘|euod >=mou SS9| ‘o|geabeuew aiow a)eald 0) ubisep

gap\ Ul seonoeud 1seq Jualind azij1i}N — 9)IS |eLOod 109)Iyole-ay
‘so1ouabe 10} uonN|os aAIjoeIjje aI0W ‘Sioyine Jusjuod

JO spuey ul sabueyo Jusjuod Ind — walsAg Juswabeuepy Jusjuon
‘ainjonJjsesjul alempley ajepljosuod :oljel }S09 0} an|eA

MO| YlIM 81emyos aAlsuadxe ajeulwl|3 — uoijeinbijuoosy |euod
"Alunwiwod pajqesip

9y} 0] 9|qISSadoe S| |elod alnsug — aoueljdwo) gOs uol0ag ainsug

saAljeniu] Aay)




9}

"uoljewJojul oijel) pue Jayieam ‘ebedswoy

Jo uonezijeuosiad ‘sdew yum 10}eoo0| Ajjioe4 — Ajljeuonoun4 pappy
's]00 | asudiaiug buisn pue Buissaodoe Joj sessaooud

JoISBa puek JaJesjd ysi|gelsg — $s9201d $$900Y |00 asudiajug
‘suelIplIo}4 alow yoeals 0} sabenbuej

- 9|diynw ul jepod ay) Jusws|dw| — uone|suel] abenbue aidynA
‘sa9l1oeld 1s9q pue ABojouyos) )saje| uo

paseq sp.iepue)s Jo Juswdojaaa( — spiepuels Aoealld pue AjLnoag
| 's9)Is Buowe AOUs)SISUOD 8SBaIOUl 0)

Juswdojonap a)is 10} salouabe 0] s|gejieAe ubisap mau 10} saje|dwa)
woo eplo|4AIN e — Juswdojonapay spiepuels pue ajejdws |
‘anjen J19)ealb sopinoid jey)

uoIIN|os alempley aAIsuadxa Ssa| 0] A0\ — auibug yoseag maN
"uoljewojui pajejal

-fouabe Jo uonejuasaidal 1a)ag — JoAe] Jusjuo)) pajejal-Aousby

saAneniu] Aay|




L

2

| uoneuswbne yejs O
Juaweoe|dai suibua yaiess O
uolnejuswajdwi pue sseyaind SNH maN O

G8G'90L°L $ pajsenbay 1002-900C =
| SWQ 0} uonisuel)
uo paseq uoijoalip dibajel)s azijeuly pue [eLod bunsixe uiejureyy 0O
G0.08G $ 900¢-500¢ =

aouejsisse pue Jjuswdojersp 8)IS qepn [
uoneuw.ojur Aousbe buibeueuw Joj suoljealidde sjeeln O
|89+ @ X007 paoueyus ajealn) O

0006GLZ'L $ G00C-¥00c ™

s}S0) |ejod




DEPARTMENT OF MANAGEMENT

SERVICES

“We serve those who
serve Florida.”

JEB BUSH

Governor

Tom Lewis, Jr.
Secretary

MyFlorida.com

Tht

Office of the Secretary

4050 Esplanade Way
Tallahassee, Flotida
32399-0950

Telephone:
850-488-2786

E
-6

axs

December 23, 2005

The Honorable Allan G. Bense
Speaker, House of Representatives
Room 420, The Capitol

402 South Monroe Street
Tallahassee, Florida 32399-1300

Dear Speaker Bense:

Pursuant to the requirements of proviso accompanying Specific
Appropriation 2753 of the Fiscal Year 2005-06 General
Appropriations Act, the Department of Management Services is
submitting the attached 3-Year Plan for the MyFlorida.com Portal
detailing the following:

business objectives,
expected outcomes,
project milestones,
project deliverables, and
anticipated expenditures.

Should you have any questions, please do not hesitate to contact me

at (850) 414-7355 or John Ford, Interim Deputy Secretary of
Enterprise Information Technology Services at (850) 410-4777.

Sincerely,

~Toulau —

Tom Lewis, Jr.
Secretary
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3-Year Plan

This 3-Year Plan was created as réquired by proviso in Specific Appropriation 2753 with
direction from the Technology Review Workgroup (TRW). It identifies a vision, a
strategy, and objectives for the state Portal over the next three years.

The following components are included in the plan:

Business objectives
Expected outcomes
Project milestones
Project deliverables
Anticipated expenditures.

The format of the Operational Work Plan (OWP) was recommended for this 3-Year
Plan. The plan is closely modeled after the OWP format, however in certain areas the
format deviates because the OWP is for a specific project, with a start and end date and
other characteristics specific to projects. The MyFlorida.com Portal is an on-going
operation managed by an operational unit. References will be made in this document to
the operational aspects of the Portal Team.

Background

MyFlorida.com is the legislatively mandated Portal for the state of Florida, providing
access to information, products, and services available to visitors, businesses, and
government. Prior to the inception of MyFlorida.com, there was no way for citizens to
conveniently access state information from a single location. Governmental entities
were beginning to identify the increasing importance of making their information
available to the public via the Web, but often lacked the knowledge, resources, and
funding necessary to create and maintain an effective Web presence.

The MyFlorida.com Portal was established in 2000 in compliance with Legislative
mandates. Links to agencies’ Web sites were added through 2001. The Portal was
significantly re-engineered and redeployed in April 2002. In fiscal year 2003-2004,
MyFlorida.com underwent a major redesign of the user interface, making it easier to use
and navigate. In addition to the newly designed look and feel, the MyFlorida.com
interface was equipped with multiple calls-to-action (navigational links) for those
services most commonly used by citizens.

The MyFlorida.com initiative has made significant progress in improving usability and
providing overall design and accessibility guidance to agency Webmasters. Today,
there are many state-of-the-art tools implemented to enable an enterprise-class Portal
and Web presence, and significant hardware and infrastructure to run it. However,
establishing a modest number of Portal driven pages that provide access to completely
separate Web sites in segregated infrastructures using disparate tools doesn't allow the



state to meet its objectivés. This plan identifies a strategy and set of objectives for
aligning Portal direction with the vision for MyFlorida.com.

Portal Defined

There have been many definitions of the term Portal. Most that relate to Web sites point
to Portals like Yahoo as examples. However, the more basic defi n|t|on that applies to
MyFlorida.com is as follows:

Portal — A term, generally synonymous with gateway, for a World Wide Web site that is,
or proposes to be, a major starting site for users, or that users tend to visit as an anchor
site. Technically speaking, a Portal site includes a starting page with rich navigation, a
collection of loosely integrated features, and a diverse, large target audience.

Government Portal — A Portal (as described above) that is more narrowly created for a
specific government.

Strategic Direction

Current proviso states that no funds in Specific Appropriation 2753 shall be used to
implement the outsourced development or operation of an enterprise Portal service.
The strategic approach for the next three years is as follows.

e Establish and facilitate a Portal Advisory Group consisting of Webmasters, Public
Information Officers, and Information Security Officers from as many agencies
interested in participating. Obtain recommendations for identified enterprise
opportunities and for Portal direction. Coordinate recommendations with CIO
Council.

e Incorporate low cost, current technologies to better automate support and
maintenance of the Portal and its content, to improve the look and usability of the
Portal, and to ensure accessibility of the Portal through adherence to Section 508
standards of the Rehabilitation Act of 1973.

e Rely on General Revenue over the next three years. The self-funded model
discussed in 2003 and 2004 was based on, and relied upon, one or more of the
following: the ITNOO6 contracts and business model; outsourcing of the Portal
and its operations; unrealistic expectations of agencies paying the total cost of
Portal operations in return for the use of Portal tools and infrastructure. General
Revenue should be used to support, enhance, improve, and grow the Portal, and
to carry out efforts that create enterprise efficiencies and potential state-wide cost
savings through the use of Portal tools and functions by state entities, and to
generally achieve the Portal’s vision (see section Portal Vision).

o Measure cost savings to the state through measuring the level of Portal adoption
by agencies and other government entities (see section Portal Integration —



Portal Adoption). The meaéure will be taken at the end of Fiscal Years 06-07,
07-08, and 08-09.

Guiding Principles

The following are guiding principles that will be used in carrying out the vision of the
state Portal, consistent with the Strategic Direction.

o Utilize technologies that are current in market, proven stable, and low cost.
Utilize open system technologies to the extent that it satisfies this principle.

o Hardware and software infrastructure should be architected for scalability such
that costs can follow the level of adoption by agencies and other government
entities.

o Utilize information architectures that allow the most flexibility in modifying Portal
look and feel and implementing new page layouts and new functionality.

¢ The management (adding, updating, deleting) of content should be in the hands
of the most appropriate content author to the extent possible.

e Everything deployed should be coded to Section 508 standards.

 Enterprise-wide tools should be implemented and used by all agencies where
appropriate to realize cost savings for the state.

Portal Advisory Group (PAG) Setup and Initial Results

During the first quarter of Fiscal Year 05-06, the Portal Team worked with the agencies
and established a Portal Advisory Group (PAG) with the intent of ensuring every agency
has the opportunity to impact the activities and direction of the MyFlorida.com Portal.
The focus of the Portal Advisory Group is to identify and prioritize efforts that provide
enterprise benefit and value to state agencies and entities. This group was formally
established on August 26, 2005, at the last Webmasters meeting to which Public
Information and Information Security stakeholders were invited. The Domain Leaders
group (agency-represented group for assisting with Portal standards and direction) was
recognized for their accomplishments and as coming to an end. The Portal Advisory
Group is open to all interested stakeholders and meets every two weeks. The first
meeting was held September 7, 2005 where PAG processes were established and the
process of identifying key, prioritized efforts to address began. The PAG will be
establishing and spearheading committees to research and make recommendations on
the top prioritized enterprise initiatives. All agencies were invited to participate in the
committees created for specific topics and needs. Recommendations will be taken to
the Chief Information Officer (CIO) Council for further discussion and consideration for

implementation.

The initial top priority items identified by the PAG to address were:



Content Management System (CMS) — Many Web sites, including the
MyFlorida.com Portal, use custom code to add/modify/delete content that is
-dynamic in nature. Dynamic content is information that changes or is added
often. Examples are press releases, news reports or documents that often or
regularly become available, calendar events and meeting results, etc. When new
types of information need to be made available, new custom code must be
written to handle the dynamic information. This code is in effect an
administration system that allows the originator of the information to publish it
onto the Web without needing to have Web developers modify or create static
html pages — a time consuming process. Implementing a Content Management
System would provide for more automated ways to create new areas of
information on a Web site, and the means for originators of information to author
it, review it, obtain approval, and publish it, without the need to write additional
custom code for the dynamic data. Many agencies identified the need for better
content management which makes this a strong candidate for enterprise focus.

Richer content that better represents agency information — Today, all
agencies are represented in the MyFlorida.com Portal. The Agency at a Glance
pages provide information about the agencies, the eGovernment services they
make available, and provide access directly into the agencies’ public Web sites.
However, since the Portal is a central, and heavily accessed, point of entry for
the public and businesses, the agencies feel that the Portal can better present
information along subject lines of interest to the agencies — better informing the
public and businesses and further directing them to appropriate agency
information and services.

Search Engine — Several agencies are currently evaluating the benefits of
different search engines on the market. Although the Verity Ultraseek search
engine implemented in and used by the MyFlorida.com Portal is a good engine,
many changes and improvements have taken place in the market concerning
search engine options and functionality. A more popular approach today being
considered by agencies is Google’s Search Appliance. This is another area in
which an enterprise approach would be the most beneficial and cost effective —
having agencies purchase their own search engines would be very inefficient.

Enterprise Web Developer Collaboration — Many of the Webmasters and Web
developers have identified the need for better collaboration among the state’s
Webmasters, Web developers, and other stakeholders through the use of mature
tools available in the market today. Some agencies have tools in place that may
be able to be used across all agencies.

ADA Compliance — Governor Jeb Bush has taken steps to make it clear that our
electronic systems need to be Section 508 compliant and maintain a high level of
accessibility and usability by the disabled. Standards and tools need to be
enhanced to better help and enable agencies in this area.

Security — Information security has been given more and more attention over the
last couple of years. Work has also been done by government security



- organizations to identify ways in which information can be vulnerable through
Web access. Agencies also recognize that security breaches of one Web site
can make information within the same infrastructure vulnerable. Standards for
Web development and deployment need to be established to address security as
it pertains to information, infrastructure, and Web coding.

¢ Privacy Policy — Agencies agree that an enterprise privacy policy should be
established and documented that is also reflected in the appropriate rules of the
state and is enforceable. Standards should then be reviewed in light of the
privacy policy and updated accordingly.

o Links to the Outside — Many agencies recognize the concern of linking to sites
outside the state and making users aware of the fact that they are entering areas
not controlled by the state. However, agencies are very concerned that constant
and repetitive messages and delays will cause significant user dissatisfaction.
Approach and policy needs to be addressed at the enterprise level.

o Web site Template Development — Several agencies and government entities
have utilized the MyFlorida.com Portal’'s design and templates that have been
made available, and many agencies utilize the standards that have been
developed by the Domain Leaders group coordinated through the Portal Group.
As the content is re-architected to better represent agency information, and as
new technology and techniques have become available, agencies desire that
updated and more robust templates be developed that better enable agencies to
utilize the MyFlorida.com standards and help ensure Section 508 standards
compliance, security, and best practices in site development are incorporated.

Portal Integration and Portal Adoption

There has been much talk about “integrating agencies into the Portal”. However, no
one has been able to identify just what this means. Similar statements used include
“agencies being on-board with the Portal”, “agencies integrated with the Portal”,
“agencies moving to the Portal”, “agencies in the Portal”, “agencies using that product’,
and “agencies using the Portal”. Some of these statements suggest the idea that
creating a Portal means purchasing software specific to “Portal creation”, and that
without that software (or set of software components) a Web Portal doesn't exist. This
is not true — a simple HTML-based Web site can be a Portal if its intent and purpose is
to be a gateway to other sites and services. These integration statements suggest that
integrating into the Portal means having “Portal creation” software in place and having
agencies re-deploy their sites using this software. This cannot be what “integrating into
the Portal” means since no special software is necessary for building and deploying a
Portal. So, “integrating into the Portal” must mean something else.

Web sites, whether acting as Portals or not, can be created using many different
approaches, languages, and tools, just as software applications can be created using
many different languages. An agency creating an application using the programming
language Java would not suggest that all agencies should start using Java to build their
applications. Sites can be built using a variety of programming languages such as



HTML, PHP, Per, CGI, ASP, ColdFusion, Oracle PL/SQL, JSP, and many other
approaches. Having all agencies use the same technology does not provide cost
savings, and would require agencies to re-staff and retool. However, to the extent
common technologies and hardware platforms are used by multiple agencies, it makes
sense to consolidate for cost savings.

So what would “integrating agencies into the Portal” mean? Although defining
integration may be difficult, most people with interest in the Portal state similar basic
benefits of integration. These include:

e Consistent look and feel across agencies — This would include a common
navigation approach, and would indicate to users as they navigate through
information that they are still on the state Web site, therefore reducing confusion.
However, this benefit gets the most discussion since many feel that agencies
should be able to maintain uniqueness in their site and their look, but identifying
the line between consistency and acceptable uniqueness is difficult. (No cost
savings; benefit is in usability.)

e A higher degree of opportunity for proper coding to Section 508 standards,
meaning better accessibility by the disabled community. (No cost savings; benefit
is potentially better accessibility.)

e Reduction of costs by using a common infrastructure (in this case a common
hardware and software platform) for Web site hosting. (Cost savings.)

» Reduction of costs by using enterprise Portal and Web related tools with
enterprise licensing. (Cost savings.)

Using these benefits as goals may better define what “agency integration” means. The
following table maps integration points of potential benefits to the goals listed above.

Goal Integration Point
Consistency of State | Use of templates and style sheets created by the Portal Team,
Look and Feel and standards created in collaboration with the agencies, which

include the navigation model and look and feel of
MyFlorida.com. Although templates are not necessary to create
the same look and navigation they can assist agencies in
accomplishing this goal.

Higher Degree of Use of Section 508 Compliance monitoring tools made available
Opportunity for by the Portal Team. No matter what templates are used, it is up
Accessibility to the Webmaster and every Web developer to understand

Section 508 standards and ensure site accessibility. Templates
do not ensure compliance — proper coding of pages and content
does. .




Goal Integration Point

Reduction of Costs Deploying Web sites using a common state hardware (HW)

by Using Common infrastructure including high availability, backup and recovery,
HW/SW and disaster recovery. This item is dependent on an agency’s
Infrastructure Web site. An agency whose site is coded to Section 508
standards and employs a MyFlorida.com look and feel, but uses
ASP on an NT platform, may spend more on efforts to
completely rebuild its site for a different HW platform and
technology than it would save on HW consolidation. Also,
agencies that would not be able to reduce HW by moving would
find little savings in doing so.

Reduction of Costs | Using the tools characteristic of Portals that can be shared
by Using Enterprise | enterprise-wide. Today these include:
Portal and Web e HiSoftware’s ACC Monitor — ADA compliance checking.
Related Tools. e Web Trends — Web analytics reporting.

¢ Verity’s UltraSeek — statewide search engine.

¢ RightNow Technologies — FAQs and dynamic Q&A.

¢ This list may be added to by the PAG efforts.
Common use of a CMS that can be made available enterprise-
wide. This could also facilitate look and feel consistency
through use of common components. Use by agencies is
dependent on cost of total redeployment of agency site and
content versus benefit of Content Management System.

Based on the above, the level of agency integration is determined by the level by which
each agency and other government entities adopt:

e Templates that help incorporate consistent MyFlorida.com look and feel and
agency-created standards.

o Portal supplied ADA Compliance checking tools or otherwise ensuring Section
508 compliance.

o The Portal HW infrastructure at the State Resource Center (SRC)- when cost
effective.

e The use of the enterprise license of the Portal’'s ADA Compliance monitoring
software instead of purchasing additional licensing.

» The use of the enterprise license of the Portal's Web Analytics software instead
of purchasing additional licensing.

¢ The use of the enterprise license of the Portal’s Search Engine implementation
instead of separate licensing.

o The use of the enterprise license of the Portal's FAQs and dynamic Q&A
functionality instead of separate licensing.

o Other enterprise accessible Web tools and solutions as they come available
through Portal Team implementation and/or PAG recommendation.




Based on the above, going forward and for the purposes of this document, “agency
integration” will be rephrased as “Portal adoption”. Portal adoption will be defined by
the above points, and the level of Portal adoption will be determined by the level in
which agencies and other government entities utilize the Portal as described above.

Portal Vision

A vision is what an end resuit should look like. The vision of the Portal is what the
Portal and the Portal Team should be to the various stakeholders.

To the public and to businesses the Portal is to be:

100% accessible to all users, coded to Section 508 standards of the
Rehabilitation Act of 1973. It is the Portal’s vision that all state-related information
available through the Portal be accessible to the disabled community.

An informative, easily navigated Web Portal, of the state of Florida, providing a
positive and pleasant experience to any user.

A gateway to all on-line services of the state (considered eGovernment
Services).

Access to all branches of state government.

Access to information and sites of all state agencies, committees, tasks forces,
and other governmental entities.

Quick access to items considered “Hot Topics” within the state.

A source for answers to any question concerning state government and doing
business with the state.

A way to locate all state government locations and facilities.

A place to search for any information pertaining to state government.
Accessible in the more frequently spoken languages in Florida.
Personalization for quick access to subjects of interest.

Fluid and current in the information provided.

A mechanism for feedback to government issues and activities.

A resource of information pertaining to businesses in the state.

An access point for other frequently desired information that can be scoped to
the state, such as weather and traffic information.

To agencies and other government entities, the Portal is to be:

A repository and presentation, at the state-wide Portal level, of agency-related
content that state Public Information Officers and other agency management
personnel find important to convey pertaining to subjects of interest to the public
or businesses.
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e A Web Portal infrastructure that can house agency Web sites, if desired, for
lower cost deployment and maintenance, and a tool set to help enable a
consistent look and feel, ADA compliance, and state standards adherence.

« A place to post critical information for immediate public and business
consumption.

A repository of all state facility locations within the state, for all state entities,
along with contact information, maps, and directions, with quick access.

« A Content Management System for agencies that allows key agency business
personnel to quickly update their agency content for sites utilizing the Portal
infrastructure, allowing for quicker publishing of important information and less
reliance on technical personnel for this function.

« A nationally recognized Portal ranked in the top five in the nation.

To agencies and other government entities, the Portal Team is to be:

e A fécilitator of a state-wide Portal Advisory Group to discuss and advise on Portal
direction and Web enterprise initiatives to benefit the state as a whole.

» Arepository and provider of current standards and guidelines for Web site
development.

« A repository and provider of templates and style sheets to aid in Web site
development.

e A provider of enterprise tools for Section 508 compliance checking to help ensure
accessibility.

e A source for privacy policy information.
» A source for security standards and practices, and security policy information.
« A provider of enterprise search engine access, maintenance and updates.

A provider of an enterprise Web analytics toolset for obtaining statistics on
access and use of agency and other state entity Web pages.

« Animplementation coordinator for a Web-based, enterprise tool for collecting and
housing answers to FAQs, and facilitating the posting of questions by the public
and the systematic response to the questions by the Department of State or
other state entities.’

Current and Ongoing Operations

The MyFlorida.com Portal is an in-place, operational Web site. The Portal Team is an
ongoing operational unit. In addition to the objectives defined later in this document, the
Portal Team is responsible for the continued operations of the Portal. Continued
operational activities associated with Portal operations include:

¢ Maintain the health and availability of the Portal and its associated software
packages used in daily web access by Florida citizens. These packages

11



currently include Portalbuilder, Quickblocks, WebTrends, ACC Monitor,
UltraSeek Search Engine, and the RightNow Technologies Knowledgebase of
FAQs and dynamic Q&A functionality.

Maintain eight custom applications developed for managing content within the
MyFlorida.com Portal.

Manage MyFlorida.com content as requested by the Governor’s office and other
agencies and government entities, including emergency management
information.

Maintain the extensive taxonomy of links associated with the MyFlorida.com
Portal.

Perform daily aggregation of multiple Web site logs for Web analytics using Web
Trends.

Perform regular maintenance on the Search Engine and purge collections.
Manage the banner graphics throughout the Portal, and their rotation.

Manage Hot Topics as requested by the Governor’s office, other agencies and
government entities.

Perform regular updates to the RightNow Technologies (RNT) information
structure pertaining to available answers to FAQ, and the real-time Q&A process.
(RNT and the Search Engine currently get the most hits of MyFlorida.com.)

Respond to “dead link” reports throughout the Portal.

Respond to daily questions, comments, and problem reports that arrive from the
public and agencies.

Respond to graphics creation, modifications, and design changes associated
with the Portal.

Perform periodic checks of the Portal and other sites for Section 508 Compliance
and accessibility.

Coordinate and participate in Portal Advisory Group meetings.

12
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Major Deliverables

The major deliverables associated with the objectives listed over the next three years

are as follows:

Deliverable Description

Established Portal Advisory Group
(PAG)

A Portal Advisory Group (PAG) consisting of
Webmasters, Public Information Officers, and
Information Security Officers from as many
agencies willing to participate.

Reconfigured Portal Site for
Reduced Costs

A Portal site that is reconfigured to not use
Portalbuilder or Quickblocks, since the costs of
these tools outweigh the benefit provided.

Consolidated Hardware
Infrastructure

Server consolidation and elimination that
provides an infrastructure more closely matched
with current needs.

Revised Site and Information
Architecture

An updated site and information architecture for
the Portal that utilizes current best practices in
the market for making changes faster and easier
and providing a more intuitive Portal for users.

New Navigation Model and
Enhanced User Interface Look and
Feel

A navigation model that allows for additional
content areas and creates a better
understanding of placement in the Portal for
users.

Rebuilt Infrastructure for Scalability

A designed and implemented HW infrastructure
that better supports scalability to better align
costs with usage and Portal Adoption.

Agency-Related, Statewide Content
Layer

An additional set of content related to subject
matter of importance to agencies, to better
represent agencies in the statewide Portal.

Documented Content Management
System Solution

Documented approach and choice for a Content
Management System for the Portal.

Documented Search Engine
Solution

Documented approach and choice for an
Enterprise Search Engine that meets enterprise
needs.

Implemented Content Management
System

Implemented Content Management System that
better allows for more efficient management of
content, and puts content management
(updates) in the hands of the authors.

Implemented New Search Engine

Implemented Search Engine that meets
enterprise needs.
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Deliverable Description
New Templates and Standards New templates based on a new site

architecture, enhanced look and feel, and
updated standards based on activities of the

PAG.
Privacy Policy Create a formalized documented Privacy Policy.
Security Standards and Policy Established Web site development security

‘standards to guard against intrusion, and a
documented policy for its use.

Documented Methodology and A documented methodology and set of

Procedures for ADA software procedures delivered to all agencies on how to

access and use easily gain access to and use enterprise-based
ADA checking software.

Documented Methodology and A documented methodology and set of

Procedures for Web Trends access | procedures delivered to all agencies on how to

and use easily gain access to and use enterprise-based
Web analytics and statistics software.

Language Translated to MyFlorida.com Portal translated to the primary

MyFlorida.com languages spoken in Florida.

Statewide Facility Locator A new function of the Portal to find any facility or

location statewide with maps, directions, contact
information, and aerial views.

Personalization of Home Page A new function of the Portal to allow a user to

personalize the home page for quicker access to
points of interest.

3-Year Plan Assumptions
The following are assumptions on which this plan is based:

The state of Florida desires a centrailly managed state Portal site through which
citizens, businesses, visitors, and state employees can access all information
associated with Florida state government, its agencies and other state entities.

The state of Florida will continue to fund the state’s Portal.

The state desires that the team responsible for the operations and growth of the
Portal find and establish ways for state entities to share Web site development
and deployment tools and infrastructure in an enterprise fashion to create cost
savings for the state.

The state desires that all agencies and state entities collaborate to ensure the
state’s public information Portal is intuitive, consistent, accessible to the disabled,
and beneficial for citizens, businesses, visitors, and employees of the state.

The state desires its Portal to be ranked high among other state Portals and
considered a best practice in the use of technology.
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Stakeholders

The following are considered stakeholders of the MyFlorida.com Portal and the impact
of the objectives associated with this plan:

» Agency Heads, Chief Information Officers, Public Information Officers,
Information Security Officers, Webmasters, and Web developers.

» Other state government entities with public information to be shared through the
MyFlorida.com Portal.

¢ Florida citizens, visitors, and businesses.
« State of Florida employees and retirees.
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3-Year Plan Schedule

Fiscal Year 05-06 funding provided by the Legislature was a level to maintain the
current operations of the Portal until a strategy and set of objectives were defined to
meet the state’s needs. This funding limited the number of positions to three — a
number sufficient to maintain the current Portal, but not sufficient to enhance and grow
the Portal. In addition to maintaining operations, the Portal Team worked with the
current Domain Leaders group to work out plans for establishing a Portal Advisory
Group which would result in greater agency participation and a focus on
recommendations for greater enterprise impact.

In fall of 2005, we realigned the three member portal team to bring in the skill sets more
closely aligned to the challenges and direction of the Portal. In November, two
resources were brought into positions on the Portal Team to fill vacancies.

The following is the schedule associated with the objectives of this 3-Year Plan by year
and quarter.

Fiscal Year 05-06

Quarter Item to be Completed

Q1 Establish Portal Advisory Group (PAG).

Q2 Team Re-building.
Upgrade HiSoftware ACCMonitor on higher end server.
Upgrade Web Trends on new platform.

Q3 Implement re-configured Portal without Portalbuilder and Quickblocks.
Implement consolidated HW infrastructure.
Accomplish training on Web Trends and HiSoftware ADA tools.

Q4 Research and document new Search Engine approach.

Document Content Management System (CMS) requirements and
research current state agency and market use.

Document methodology and procedures for access and use of Enterprise
Portal tools — initially ACCMonitor and Web Trends.

Ongoing | Portal Operations.
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Fiscal Year 06-07

Quarter Item to be Completed

Q1 Purchase new Search Engine and plan implementation.

Document options with pros and cons for new Content Management
System (CMS).
Create draft of Privacy Policy and determine steps to formalize.

Create approach for enterprise Web developer collaboration across
agencies, based on PAG defined need.

Design new HW infrastructure for greater scalability.

Q2 Annual-upgrade of enterprise tools as necessary.

Implement new Search Engine and document its enterprise use.
Accomplish training on new Search Engine.

Select and document CMS approach.

Purchase new CMS and accomplish training.

Design and document new site and information architecture.
Research security best practices in Web design and implementation.
Design enhanced User Interface (Ul) look and feel.

Design new agency-related content layer pages.

Identify content owners for agency-related content and develop content
update approach.

Develop plan for standard page types and dynamic database (DB) access
for new Content Management System.

Q3 Coliect and create content for agency-related content layer.

Install CMS and begin build-out of Portal pages.

Create new Portal templates for enterprise distribution.

Update standards based on new Portal design.

Formalize Privacy Policy.

Implement design for new HW infrastructure for greater scalability.
Create Portal Adoption plan.

Implement enterprise Web developer collaboration approach and tools.

Q4 Test new Portal site using CMS.
Move EITS site to new Portal infrastructure and CMS.
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Quarter Item to be Completed
Document and implement security standards and security policy.

Create Portal Adoption materials.

Ongoing | Portal Operations.

Fiscal Year 07-08

Q1 Put new CMS-based Portal site into production using scalable
infrastructure.

Put new EITS site in production.

Q2 Annual upgrade of enterprise tools as necessary.
Create design and approach for facility locator function.

Create methodology and procedures for content updates Portal-wide by
appropriate content owners — includes update, review, sign-off, and
posting to production.

Q3 Implement new content update/management approach Statewide.
Develop facility locator function for Portal.
Create approach for home page personalization by Portal users.

Q4 Implement facility locator function for the Portal.
Develop personalization capability for Portal users.
Develop plan for on-going functional improvements.

Ongoing | Portal Operations.

Fiscal Year 08-09

Quarter Item to be Completed

Q1 Implement personalization of Portal home page functionality.
Develop functional improvement roadmap and begin execution.
Develop plan for single eGovernment on-line interface.
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Quarter Item to be Completed

Q2 Design approach for single eGovenment on-line interface.
Document and finalize next 3-Year Plan.

Ongoing | Portal Operations.
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3-Year Plan — Spending Plan

Fiscal Year 05-06 funding appropriated by the Legislature is not at a level to maintain
the current operations of the Portal. A strategy and set of objectives needs to be defined
to meet the state’s needs.

FY 2005-06

The FY05-06 Legislative Appropriation was:

Software and Training — Non-Recurring 33000.00

Expenses — In recurring base budget 19,534.00
HR Salaries and Benefits — 3 FTEs ~ In recurring base budget 198,171.00
TOTAL 580,705.00

The above appropriation included the following software:

e Verity Search Engine software maintenance

e HiSoftware ADA Compliance software maintenance
 WebTrends software maintenance

¢ QuickBlocks maintenance

¢ RightNow Technologies Knowledgebase system maintenance

e PortalBuilder maintenance

Unfortunately, the funding did not include hardware infrastructure expenses associated
with dedicated hardware for the Portal environment.

FY 2006-07

The D3A Issue, for FY 06-07 included the purchase of a Content Management System
and a new Search Engine. Purchases would cover maintenance for the first year. The
issue also included additional funding for staff augmentation. FY 05-06 funding allowed
for three positions to simply maintain the Portal and perform normal operational duties.
Additional staff augmentation is necessary to operate the Portal while also carrying out
the objectives of this plan resulting in a greatly enhanced Portal and overall state cost
savings. Cost reduction measures in the 05-06 Fiscal Year which include eliminating
software in which the costs outweigh the benefits will allow for paying hardware
infrastructure expenses with similar dollars. Spanish translation has also been included.
The FY 06-07 request is $888,880.
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ory

Software, Hardware, Training, and addt'l recurring expenses — D3A Request 888,880.00
Expenses — In recurring base budget 19,534.00
HR Salaries and Benefits - 3 FTEs — In recurring base budget 198,171.00

TOTAL 1,106,585.00

Above Software, Hardware, Training and addt'l recurring expenses includes:

Additional recurring expenses 2,101.00
Staff Augmentation for operations, growth, and development 204,779.00
Training, Conferences, etc. 21,050.00
Contract Services for upgrades 6,000.00
Team Productivity Tools 3,355.00
HiSoftware ADA compliance software maintenance 12,000.00
WebTrends Web analytics software maintenance : 60,000.00
RightNow Technologies Knowledgebase maintenance 80,000.00
Production Portal Server #1 21,300.00
Production Portal Server #2 21,300.00
Failover/Load Balancing HW use for Server #1 and #2 5,400.00
Production Shared App Srvr and DB Srvr — dynamic content 30,000.00
Production Content Mgmt Engine Server 10,000.00
Production Search Engine Server 13,000.00
Production Web Trends and ADA Compliance Server 13,595.00
Development, Test, and QA Server _ 10,000.00
New Content Management System 140,000.00
New Search Engine System and Implementation 125,000.00
Spanish Translation (includes initial translation) 110,000.00

TOTAL $888,880.00

FY 2007-08

Fiscal Year 07-08 will see the Content Management System and the new Search
Engine operating with maintenance and support costs. This period will be active with
development using implemented tools and infrastructure, not active with purchases and
implementations. Critical training will continue to take place for implemented enterprise
tools, and some staff augmentation contracting is anticipated to assist with Portal build-
out using implemented tools and today’s latest technology and best practices.

Hardware infrastructure costs are approximated based on sizing and configuring for
scalability and usage. Costs will go up as the level of Portal adoption grows. Software
maintenance costs are also approximated based on scaling the licensing appropriately.
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e g
Software, Hardware, and Training

662,000.00

Recurring Expenses (approx 15% increase) 25,000.00
HR Salaries and Benefits — 3 FTEs (approx 6% increase) 210,000.00
TOTAL 897,000.00
Above Software, Hardware, and Training includes:
Training, Conferences, etc. 63,000.00
Staff Aug Contracting for Portal Build-out Expertise 250,000.00
Team Productivity Tools 4,000.00
Enterprise Tool Maintenance - includes: 165,000.00
e HiSoftware ACC Tools - ADA Section 508 checking
e Web Trends — Web analytics
+ RightNow Technologies — FAQs and dynamic Q&A
+ Enterprise Search Engine
¢ Content Management System
Hardware Infrastructure — includes: 100,000.00
« High Availability, Load Balanced, Fail Over Prod Servers
« Content Management Server
» Search Engine Server
e Web Trends and ADA Compliance Server
s Development/Test/QA Server
Language Translation 80,000.00
TOTAL $662,000.00

FY 2008-09

Resource levels should stay consistent, and training costs will be reduced. Itis
anticipated that existing resources will assist agencies with Portal Adoption and

utilization of the Content Management System. The potential changes in costs will be

associated with increased hardware and software maintenance costs as the
infrastructure is scaled up to accommodate Portal adoption by the agencies. Significant
Portal Adoption by the agencies may increase the hardware infrastructure and
enterprise software maintenance costs by 50%. However, it is anticipated that agency
costs would be reduce by a much greater amount. If hardware and enterprise software

costs increased by 50%, the FY 08-09 costs would be:

ofta, rdr, a rimng 3,500.00
Recurring Expenses 25,000.00
HR Salaries and Benefits — 3 FTEs 210,000.00
‘ TOTAL 1,008,500.00

Above Software, Hardware, and Training includes:
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Training, Conferences, etc.

propriat

42,000.00 |

Staff Aug Contracting for Portal Build-out Expertise 250,000.00
Team Productivity Tools 4,000.00
Enterprise Tool Maintenance — includes: 247.500.00
¢ HiSoftware ACC Tools — ADA Section 508 checking
o Web Trends — Web analytics
+ RightNow Technologies — FAQs and dynamic Q&A
e Enterprise Search Engine
s Content Management System
Hardware Infrastructure — includes: 150,000.00
» High Availability, Load Balanced, Fail Over Prod Servers
« Content Management Server
e Search Engine Server
¢ Web Trends and ADA Compliance Server
e Development/Test/QA Server
Language Translation 80,000.00
TOTAL $773,500.00
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Project Organization and Methodology

As stated earlier in this plan document, the 3-Year Plan is not a project but rather a set
of objectives to better realize the vision of the Portal, carried out by the operational unit
responsible for the health and availability of the Portal. Most of the major efforts
associated with this plan will be carried out as individual projects, and managed as
such. This section of the document pertains to the 3-Year Plan as a whole.

Organization of the Portal Team

The organization of the Portal unit includes the Chief of Application Management
Services and the MyFlorida.com Portal that provides direction and oversight to the
Portal Team.

Joe Wright
Chief
Apps Mgmt Svcs
And
MyFlorida Portal

Michael Eudy
Team Leader
Portal/Web
Application
Developer
I 1 1 1
Joe Martinez Byron McPhaul Staff Augmentation Staff Augmentation
Portal/Web Web Designer and Web site Web site
Appilication Graphics Artist Developer and Developer and
Developer Content Content
Specialist Specialist

32



Roles and Responsibilities

The Portal Team incorporates the following roles and responsibilities within its team
organization.

Role Responsibilities

Portal/Web Application Developer o Leads work efforts of Portal Team and

Team Leader ensures good management procedures.

» Coordinates and facilitates Portal Advisory
Group meetings.

e Participates in TRW and other government
entity updates.

e Maintains Portal documentation.

e Maintains health and availability of Portal
and associated tools.

e May be primary or back-up for one or more
enterprise or other Portal tools utilized.

¢ Develops and maintains custom
applications for managing content.

» Responds to content update requests from
EOG, agencies and other entities.

» Responds to feedback from the public.

e Responds to requests for updates to
RightNow Technologies Knowledgebase of
FAQs.

* Responds to requests for updates to the
Search Engine.

* Runs and responds to “dead links” reports.

¢ Performs periodic Section 508 compliance
checks on Portal, and assists agencies with

such.
e Maintenance of standards.
Portal/Web Application Developer » Maintains health and availability of Portal

and associated tools.

e May be primary or back-up for one or more
enterprise or other Portal tools utilized.

e Develops and maintains custom
applications for managing content.

» Responds to content update requests from
EOG, agencies and other entities.

¢ Responds to feedback from the public.

e Responds to requests for updates to
RightNow Technologies Knowledgebase of
FAQs.
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Role Responsibilities

Responds to requests for updates to the
Search Engine.

Runs and responds to “dead links” reports.
Performs periodic Section 508 compliance
checks on Portal, and assists agencies with
such.

Web Designer and Graphics Artist

Primary designer of Web page layout and
user interface look and feel.

Designer and developer of graphic
components for Portal.

HTML, CSS, and scripting Web
development for the Portal and templates.
May be primary or back-up for one or more
enterprise or other Portal tools utilized.
Responds to content update requests from
EOG, agencies and other entities.
Responds to feedback from the public.
Runs and responds to “dead links” reports.
Performs periodic Section 508 compliance
checks on Portal, and assists agencies with
such.

Web Site Developer and Content
Specialist

HTML, CSS, and scripting Web
development for the Portal and templates.
May be primary or back-up for one or more
enterprise or other Portal tools utilized.
Responds to content update requests from
EOG, agencies and other entities.
Responds to feedback from the public.
Runs and responds to “dead links” reports.
Performs periodic Section 508 compliance
checks on Portal, and assists agencies with
such.
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Portal Oversight

The Portal Team is organized within the Enterprise Information Technology Services
(EITS) program of the Department of Management Services (DMS). As such it reports
to the Deputy Secretary of this program within DMS. The Department of Management
Services Chief Information Officer also provides a level of oversight and leadership on
Portal technology and priorities. The established Portal Advisory Group (PAG) will
identify agency needs associated with their Web presence, public information delivery,
and security concerns. The PAG will also assist in prioritizing initiatives that provide
enterprise benefits and cost savings. Committees created within the PAG will provide
research and market analysis used to formulate recommendations for the Portal
direction. The CIO Council will be asked to review recommendations and provide input
on feasibility, funding, and level of priority for the agencies.

The diagram below identifies reporting and oversight of the Portal Team.

DMS
Deputy Secretary
FITS

EITS - Director
Information Services

Chief
Appl. Mgmt. Services
and

DMS MyFlorida.com Portal cIo

ClO Council

Portal Team

Portal
T.L. Portal
L Advisory
____________ Group.
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Processes Involved

This section will summarize the processes involved with carrying out the objectives
associated with this 3-Year Plan. Many of the processes are in place today as part of
normal operations within the Portal unit.

Progress Reporting

Weekly status meetings are held with the Applications Management Services and
MyFlorida.com Portal Teams. Operations status is documented along with project
progress status. Each of the initiatives listed in this plan will be tracked and reported on
using a “stop light” chart approach representing budget, risk, schedule, and scope
aspects of the effort. These will be summarized and rolled up to a consolidated report
showing the status of each effort — not yet started, underway with color-coded status, or
completed.

Issue Tracking

All issues are identified and dealt with each week in the operational status meetings. In
addition, as each major initiative effort gets underway, a separate issue tracking log will
be established as a standard project practice. Logged will be:

e Date issue was identified
e Issue description

¢ Who identified the issue
e Issue resolution owner

* Weekly status of issue

¢ Resolution description

¢ Resolution date

This log will be maintained and worked on until the project is completed, and will live
both electronically and in paper form in the Project Binder.

Contract Management

The Portal and its operation will not be outsourced, eliminating the need for any
sizeable contract management effort. The only contracts that will need to be managed
are those associated with contract/consulting services to assist in implementing and/or
building out components of the Portal by experienced resources while providing
knowledge transfer to Portal Team members. These will not be long term and wiill
include a detailed scope of work to ensure efforts stay on track, on time, and within the
associated Purchase Order.

Change and Configuration Management

This section addresses changes as they relate to requests for content changes on a
regular basis as well as change requests pertaining to Portal functions, layout,
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architecture, and tools. It also addresses configuration management associated with
the Portal implementation.

Change management associated with content change requests is accomplished via the
Services Desk of EITS. Requests for new links, new services, new content, and any
content changes or deletions, are sent to the Services Desk via
help@dms.myflorida.com. These change requests are handled by the MyFlorida.com
Portal Team on a priority basis. Agencies are instructed to “cc:”
webservices@dms.myflorida.com with all requests to expedite the servicing of their
specific requests.

Change management associated with Portal infrastructure changes are also
accomplished through the Services Desk as above. However, each of these requests
will result in follow-up discussions and/or meetings that establish a Statement of Work
to describe the modifications being requested, the benefits to be realized, and a
statement of its feasibility by the Portal Team. The effort will be tracked to completion
or it will be identified why the effort is not feasible.

The Portal Team will use ITIL-based EITS Configuration Management processes for
ensuring the documentation and tracking of the configuration of the Portal and all of its
components. As the objectives of this plan get under way, the Portal Team will verify
and ensure complete documentation of the Portal configuration. With each change that
takes place through change management practices described above, or the projects
associated with the objectives outlined in this 3-Year Plan, configuration changes will be
versioned and documented. Historical configuration will be maintained for purposes of
reversion if necessary.

Quality Control and Testing

This section will discuss Quality Control as it pertains to Portal content and Portal
infrastructure and functionality.

Content quality control is one of the primary purposes for implementing a Content
Management System. Requirements of a Content Management System include the
ability to author content and then utilize workflow to allow preview and signoff by the
appropriate stakeholders prior to being able to post the new content to the project
Portal/Web site. When a Content Management System is implemented, the process of
content authoring, review, sign-off, and production posting can rest with the agencies,
Executive Office of the Governor (EOG), and the Portal Team as appropriate based on
the nature of the content.

Portal infrastructure and functional quality control will follow professional project
practices of utilizing development/unit test, quality assurance (QA), and production
platforms to ensure the quality of the implementation. Unit testing and
integration/collision testing will be performed by the Web application developers in the
development/unit test platform. Test scripts will be developed and sign-off by the Team
Lead is necessary before promoting changes to the QA platform.
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The Portal Advisory Group will be utilized as a QA group for enterprise tool upgrades
and implementations, assisting with QA plan development and plan execution.

The EOG, the appropriate agency groups, and the PAG will be incorporated into the QA
process associated with Portal enhancements and new functionality. This will constitute
a QA team for the project. A QA plan will be developed and QA scripts created based
on the nature of the effort. The QA team will carry out the QA plan and script execution
on a repetitive basis, feeding issues and problems back through the development effort.
Once approved by the QA Team, new infrastructure components and functionality will
be moved into production.

Procurement Strategy

Since no outsourcing will take place to satisfy any Enterprise Portal operations,
procurement will only be for purchasing Enterprise-based tools and for obtaining
contract labor/consulting services. State Purchasing rules will be followed in the
purchasing of any software tools and contract labor.

Coordination of External Entities

The Portal Advisory Group and the CIO Council will be utilized as the primary
coordination points for working with the agencies and other government entities on
Portal initiatives that directly involve or impact them. Initiatives involving Enterprise
Tools, templates, and standards will go through these entities.

Efforts involving the utilization and benefits of the Content Management System may
also include coordination points directly with other agency business management who
will benefit directly from this component. A User Group of agency users may be setup
to assist in the introduction and use of this functionality.
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Risk Management

Each major effort associated with the objectives described in this 3-Year Pian will be
managed as a project. As such professional project practices will be employed for each

project.

The Portal Team will conduct a risk review at each operational and project status
meeting. Risks will be identified and assessed for the risk consequence, the probability
of occurrence, and the risk category (Technical, Project Management, Organizational or
External). Each risk will be assigned an owner to develop a risk response strategy.
Risk response strategies will be reviewed by the Portal Manager, and will require sign-
off before complete. Existing risks will be evaluated as to whether or not risk response
actions should be taken based on the formulated strategy.

The risk for the 3-Year Plan as a whole is:

Risk
Lack of Portal Adoption by
agencies

Risk Response

e CIlO Council review of all Web based tool purchase
requests that may duplicate existing Portal
enterprise tools that are available for free use by
agencies.

e Scale all infrastructure and licensing to a size
appropriate for current volume and use. Architect
infrastructure for easily scaling up or down based
on continued Portal adoption by agencies.

e Establish marketing campaign to educate agency
technical and business management on potential
benefits and cost savings of the Portal, and steps
to adopt its tools, infrastructure, and use.
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Change Management

This section addresses organizational change management. Organizational change
management is critical when implementing new systems and processes that impact the
way operational units work. The Portal objective that will result in an impact that will
require focused change management planning is the implementation of a Change
Management System (CMS). At its narrowest use, the Portal Team only will use the
CMS to manage the content of the Portal. At its broadest use, many agencies will
incorporate the CMS to allow Public Information Officers and business management
personnel to author, review, sign-off, and publish new and changed content to their
production Web sites.

Initial change management efforts of the CMS project will focus on Portal process
changes, the Executive Office of the Governor’s involvement in Portal page content,
and agency involvement of managing agency-related content in the statewide Portal
pages. As the CMS is positioned for expanded use, in-depth change management will
be planned in coordination with agencies.
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Report

Number: 2006-015

Report Title: Department of Management Services - MyFloridaMarketPlace System

Report 07/01/2004-06/30/2005
Period:

Release Date: 08/30/2005

SUMMARY OF FINDINGS
(The complete audit report will be provided in your notebooks at the Committee meeting
and can also be accessed on the Auditor General's website: www.state.fl.us/audgen.

MyFloridaMarketPlace (MFMP) is the State of Florida’s Purchasing Subsystem and,
pursuant to Florida law ¥, is a subsystem of the Florida Financial Management
Information System. MFMP replaces the State Purchasing Subsystem (SPURS).
MFMP is a State initiative that encompasses the development and implementation of a
Web-based electronic procurement (eProcurement) system. The Department of
Management Services (Department), in consultation with the State Technology Office
(STO) and the Chief Financial Officer, is responsible for developing a program for on-
line procurement of commodities and contractual services 2,2 To enable the State to
promote open competition and to leverage its buying power, agencies shall participate
in the on-line procurement program, and eligible users may participate in the program.
Only vendors pre-qualified as meeting mandatory requirements and qualifications
criteria shall be permitted to participate in on-line procurement.

MFMP was designed to streamline interactions between vendors and State government
entities that purchase goods and services, and provide an Internet portal where vendors
can register, receive information on upcoming bids, post information on products and
services, and receive purchase orders electronically. State agency users can use the
system to view Statewide procurement data, access on-line catalogs and information
about vendors that provide goods and services to the State, and enter requisitions to
facilitate the purchase of those goods and services.

Our audit focused on selected general and application information technology (IT)
controls related to MFMP during the period July 1, 2004, through June 30, 2005. MFMP
interactions with the Vendor Registration System and the Billing and Collections System
were not within the scope of our audit.

On November 16, 2004, we surveyed 27 MFMP agency liaisons at agencies that had
implemented or were scheduled to implement MFMP in the near future regarding their
use of, and satisfaction with, MFMP.  Questions posed as a part of the survey dealt
with agency participation in the design process, staff training, transaction response time,



system time-outs, MFMP staff support, and other implementation issues. Agencies’
responses included a range of satisfaction levels. The results of the survey are
summarized in Exhibit A to the complete audit report. We also recognize that this
survey was conducted early in our engagement, as a part of our audit planning process,
and that as users became more familiar with the system, user perceptions of and
satisfaction with the system could subsequently have improved.

The results of our audit are summarized below:

Functional Acceptance of the System

Although MFMP has been in operation for two years, the Department had not
functionally accepted the system as provided in the contract with Accenture. Neither
had a draft operations plan been approved that detailed key plans, policies, procedures,
and processes relating to the development and operation of the system. (Finding No. 1)

Systems Development and Maintenance

Systems development and maintenance controls help ensure that a new system
functions as required by the user and that the integrity of the system is preserved as
system changes are made over time. We noted numerous deficiencies in the MFMP
development and maintenance practices. These deficiencies, taken together, limited
management’s assurance that MFMP was being developed and modified according to
the Department’s requirements and could diminish the ongoing reliability of MFMP
data. (Finding No. 2)

Monitoring of Contractor Performance

In an IT outsourcing arrangement of the scope and magnitude of MFMP, effective
monitoring of the contractor’s performance is essential. The Department’s monitoring of
the services provided by Accenture for the development, maintenance, operation, and
technical support of MFMP was limited. (Finding No. 3)

System Performance and Capacity

Proper management of system performance and capacity is an important aspect of IT
service delivery. MFMP users had reported various system performance problems,
including slow system response times. We noted aspects of the Department's
management of system performance and capacity that needed improvement. (Finding

No. 4)

Continuity of Service

Continuity of IT service can be jeopardized by incidents ranging from basic errors to
large disasters. The risk of loss of service can be mitigated through such measures as
disaster recovery planning and appropriate provisions for making and safeguarding



back-up copies of software and data. The MFMP disaster recovery plan was not timely
approved and tested and lacked various important provisions necessary to assure a
timely and orderly recovery, should a disaster occur. Additionally, insufficiencies
existed in back-up provisions that jeopardized the Department’s ability to timely and
completely restore lost information. (Finding Nos. 5 and 6)

Security of Data and IT Resources

IT security controls are intended to protect the confidentiality, integrity, and availability of
data and IT resources. Our audit disclosed that the management of MFMP security
needed improvement. Specifically, adequate security risk assessments had not been
performed, security policies and procedures had not been finalized and were not
sufficiently comprehensive, and deficiencies existed in specific security controls
surrounding and within MFMP. (Finding Nos. 7 through 11)

Data Management

Good data management controls help ensure the integrity of information stored within a
system. We noted deficiencies in the management of electronic documents within
MFMP that serve as attachments to procurement records. In addition, we found
instances of data inconsistencies within MFMP and between MFMP and FLAIR.

(Finding Nos. 12 and 13)

Transaction Fee Exemptions

Florida law and administrative rules provide that the Department may collect fees from
vendors for the use of MFMP. Agency transactions involving commodities and
contractual services are assessed a one percent transaction fee, which the vendor shall
pay-to the State. Transactions may be exempt for a number of reasons. Our audit
disclosed that the Department did not adequately monitor the application of exemptions
to the transaction fee. (Finding No. 14)

Standard MFMP Reports

Effective information systems include adequate and user-friendly reporting
mechanisms. Certain MFMP reports available to the agencies provided Statewide
information on all agencies and had to be filtered by the agencies to extract the agency-
specific data. Additionally, agencies lacked sufficient training on reports and indicated
that the reports were cumbersome and inaccurate. (Finding No. 15)

Statisticai Sampling of Payments for Pre-Auditing

MFMP had a Statistical Sampling Module that was used by the Department of Financial
Services (DFS) to perform a pre-audit function of payments. Improvements were
needed in the operation of the sampling process to provide increased assurance of its
validity. (Finding No. 16)



Customer Service Desk

An IT help desk is typically supported by a system for registering and tracking the
progress of user requests for assistance. The MFMP Customer Service Desk used the
Pivotal Tracking System to log user requests. Our audit noted instances of data
inaccuracies within the Pivotal Tracking System that could hinder the effectiveness of
the Customer Service Desk in providing user support. (Finding No. 17)

We recognize that many of the issues cited in this report involve functions that are being
performed by Accenture on the Department’s behalf, pursuant to the contract.
Nevertheless, Florida law® provides that the Department, as the functional owner of
MFMP, is legally responsible for the security and integrity of the data contained within
the system. Accordingly, we encourage the Department to work with Accenture in
addressing these issues and to sufficiently monitor Accenture’s performance and

progress therewith.

Ml Section 215.93(1)(d), Florida Statutes
2l Section 287.057(23)(a), Florida Statutes

Bl Effective July 1, 2005, the responsibilities of the STO were assimilated by the
Department.

H Sections 215.93(5) and 215.94(4), Florida Statutes



	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

